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EDITOR’S INTRODUCTION 


A fact seldom realized by the student is that the writing of 
good business letters is one of the best paid of all office tasks. 
The correspondent is usually better paid than the bookkeeper, 
the stenographer, the billing clerk, the time clerk, or the cashier. 
So important is the work of the writer of letters that in most 
small concerns the proprietor himself does it.. In most busi- 
nesses only. the salesman and the auditor rival the correspond- 
ent on the payroll; and when the owner of a business writes 
his own letters the ability to write good ones becomes one of his 
most valuable accomplishments, whether measured by his pride 
in his work or by the result in dollars. 

So important is good business letter writing that many en- 
gage in it as a business, producing and selling to others letters 
that will increase the volume of their trade. So great is the in- 
ability of many men to express themselves clearly on paper that 
there is not to be found any large city without its firms of letter- 
writing experts. The field of employment for the commercial 
correspondent is very large, and the pay of the efficient master 
of this art is in proportion to its importance. 

Deffendall’s ActuAL BusINESS CORRESPONDENCE has claims 
upon the attention of commercial teachers and students similar 
to those of its companion book ACTUAL BUSINESS ENGLISH. 
Five of these claims are of special importance. 


1. Adaptation of the Project Method 


Most correspondence texts intended for commercial students 


are satisfactory only as to the teaching of form. They teach 
Vv 


vi EDITOR’S INTRODUCTION 


the art of letter writing itself perfunctorily or not at all. Prac- 
tically all of our reliable and valuable works on business corre- 
spondence are advanced books intended for business men of 
experience and ability. Most writers of school texts on this 
subject have assumed that the real art of writing clear and 
convincing letters cannot be satisfactorily taught to younger 
people and have, therefore, stressed correctness of form, ignor- 
ing the much more important matter of actually teaching stu- 
dents how to compose. 

Mr. Deffendall has produced a text that, in aan to teach- 
ing form, teaches facility in composition. He adapts to his 
purposes the project method, the value of which is so clearly 
recognized in all education today, by having the student act 
as correspondent for various companies. This enlivens and 
vitalizes the subject and engages the interest of the student 
through his imagination. The author’s object is to teach stu- 
dents to write clearly, simply, and forcefully. His method is 
to present in the text certain statements of facts regarding 
definite business transactions and to require the students to 
write letters based upon these facts. 


2. Practical and Modern Subject Matter 

Every letter in the book is a business letter. It is for this 
reason that the name AcTuAL BUSINESS CORRESPONDENCE is 
given to the text. All important classes of business letters are 
presented. They are introduced in the order of their simplicity, 
beginning with letters of order and acknowledgment and pro- 
ceeding by gradual steps to the more difficult work of claim, ad- 
justment, credit, collection, and sales letters. The student, 
acting as correspondent, is made to see both sides of any given 
question; that is, the buyer’s side and the seller’s side. At the 
same time he is taught all that goes to make up a good letter, 
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from the correct form of the letter to the forcible presentation 
of a sales argument. 

Because of its great personal value to the student the letter 
of application is treated twice, first in its logical place as the 
subject is developed and second at the end of the book. 

The special businesses from which these letters have been 
taken are hardware, dry goods, labels, paper products, automo- 
bile tires, and collections; but the transactions discussed are al- 
most without exception common to all businesses. 


3. A Text for Beginners 


Mr. Deffendall’s text is written for beginners. There is 
nothing in it that is not essential to every business, for the 
principles he teaches are of universal application. Starting 
upon the theory that every sentence must be simple and easy 
to understand, he shows the student how this simplicity will 
produce force, emphasis, and the sales quality. But these facts 
steal upon the student quietly and in the garb of common 
thoughts. He is led to them by clear words and easy sen- 
tences. No task is given him beyond his years or ability, but, 
by well-graded lessons, he is taught how to write letters that, if 
he were studying from the ordinary, carelessly-planned corre- 
spondence text, he would find it impossible to compose. This 
book is a revelation in the art of teaching a subject that has 
been omitted from most commercial courses or taught only 
perfunctorily, because of its supposed difficulty and also be- 
cause no simple, easy textbook, arranged for daily class periods, 
has been available. 


4. Elimination of Old-fashioned Phrases 
A generation ago and before that, letter-writing texts made 
extensive use of formal phrases such as “Yours of the 2tst re- 
ceived,” ‘In answer to yours of the 11th prox., will say” — 
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etc. Students were even taught to memorize such phrases, 
which became so commonplace as to be almost a brand of ig- 
norance. Mr. Deffendall teaches the substitution of forceful 
and natural expressions for these antiquated phrases and 
achieves freshness and originality as a result. His aim is to 
make students write as naturally as they talk, and he succeeds 
admirably. 


5. Use of Scientific Salesmanship as Basis of Good Letier Writing 


Many a lesson in business morals and ethics is to be found 
in this book. The student who begins the work believing that 
the art of letter writing is one of deception, cleverness, and 
fraud, will be made a cleaner, better business man when he 
finds that it is not, and that good letter writing is but applied 
salesmanship. The author bases his teaching upon the solid 
groundwork of scientific salesmanship and shows the student 
how to follow the recognized selling process of audience, atten- 
tion, interest, desire, and action. The student will discover that 
the right attitudes toward the customer — fairness, common 
sense, sympathy, straightforwardness, and the like — are as 
vital to effective letter writing as they are to personal solicita- 
tion. He will learn when to answer softly and when to be firm. 
He will discover that news is the great attention getter; that 
the prospect of profit most quickly arouses interest; that desire 
is interest made personal; and that action is the joint product 
of the imagination and the will. 
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ACGTUAL BUSINESS 
CORRESPONDENCE 


CHAPTER ONE 
IMPORTANCE AND SCOPE OF BUSINESS CORRESPONDENCE 


Importance of Letter Writing. Letter writing may be 
called the king of modern business-getting arts. The per- 
sonal salesman usually sees and convinces only one person 
at a time, and at great expense. The letter costs but a few 
cents and may be sent by duplicating processes to millions: 
The foundation of many a fortune has been a single letter. 
The writer of letters that win holds one of the keys to big 
business success. 

Good letters are not written by accident, nor are they the 
work of amateurs. The ability to write them is a com- 
mercial asset of extraordinary value, which can be acquired 
more easily and more certainly than many other less im- 
portant qualifications of the efficient business man or 
woman. 

Requirements of a Good Business Letter. The chief re- 
quirements of a good business letter are as follows: 


1. It must be accurate in its statement of fact and in its 


technical arrangement. Most texts in letter writing deal 
a 
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only with correctness of technical arrangement. You will 
see as you proceed that this is but one of the many factors 
that contribute to the production of a good letter, and one 
of less importance than others. The life and soul of the 
letter are in its other qualities. Accuracy is the first re- 
quirement of a good letter. Before you begin to write, 
be absolutely sure of the facts. It is far better to take time 
to be accurate in the beginning than later to spend even 
more time correcting errors. An error means not only 
loss of time but frequently a loss of money, and always 
creates loss of confidence. Absolute accuracy when making 
a quotation is particularly important. 

2. It must be interesting, and there are definite rules for 

making it so. This quality of interest must apply not only 
to the facts which the letter presents, but also to its com- 
position. 
* 3. It must be forceful and compelling. This is true of 
both its argument and its style. How to make it so is one 
of the things this text will teach, not merely by general 
rules, but by exercises in which as correspondent you will 
be required to rearrange weak letters to make them strong 
and to plan and write original ones. 

4. Its appearance must be appropriate to its object. 


' The material used must be expensive, plain, or even cheap, 


in accordance with its purpose. Its length should be in 
accord with its object, and its style and language suitable 
to the person addressed. 

5. It must be sent at the proper time, for it must reach 
the person addressed on a day or at a moment when he 
will give it the most favorable consideration. 
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6. It must be sent to the proper person or class of people. 
Form letters require special study in this connection. Name 
lists must be compiled with this fact in view, and only 
those used for each letter where the opportunity for business 
exists. Thousands of dollars may be wasted on the mailing 
of a letter otherwise good because the name lists used are 
carelessly selected. 

7. It must have human interest. Everyone likes to 
receive human letters, letters with a natural and sincere 
appeal. This is the kind that expresses personality. If you 
haven’t a friendly attitude toward the person to whom you 
write, you cannot produce the kind of letter he will like to 
receive, the type that builds good will. 

8. It must show courtesy and kindliness. Desirable as 
are grammatical perfection and general correctness, a 
kindly spirit is even more so. Visualize your reader, get 
the right attitude toward him, be natural, and write as 
you would talk. Finally, you should put your whole self 
into your work. If you are not in your message, you have 
failed to do*credit to yourself or to the company you 
represent. 

Scope of this Study. All the foregoing principles must 
be studied in connection with the single letter and the 
follow-up letter; and both classes must be separately 
treated according to whether they are personal letters, those 
written to a single individual, or form letters, those written 
to a selected class of persons. The necessity for each of 
the eight qualities mentioned above will be fully shown 
in the chapters that follow; and numerous exercises will 
offer you the opportunity of putting them into practice. 
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CLASSES OF LETTERS 


Business letters may also be De divided into the 
following classes: 


1. Routine Letters. These consist of order letters, 
acknowledgments, inquiries, answers to inquiries, notifica- 
tions, and similar letters. 

2. Letters on Special Topics. These include letters of 
application, introduction, reference, and recommendation. 

3. Technical Letters. Technical letters are such as re- 
quire a higher degree of tact or more extensive technical 
knowledge than mere routine letters. This class includes 
complaints, claims, adjustments, and similar types. 

4. Collection Letters. This is the class of letters that 
have for their purpose the collection of money due the 
writer or the firm he represents. It includes single letters 
enclosing statements and a series of collection letters. 
Much tact and careful planning are required for the suc- 
cessful writing of such letters. 

5. Sales Letters. Sales letters include both personal and 
form letters. Form letters may be single or in series. The 
sales letter requires the highest degree of skill in com- 
position. 

You should begin your work by studying carefully the 
following table, fixing in your mind the various types or' 
classes of letters with the fundamental requirements of 
each as they have been presented. This will give you the 
proper foundation for the detailed analysis of eack that is 
to follow. 
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I. Routine Letters 
1. Order letters 
2. Acknowledgments 
3. Inquiries 
4. Answers to inquiries 


II. Letters on Special and Important Topics 


1. Letters of application 

2. Letters of reference 

3. Letters of recommendation 
4. Letters of introduction 


Ill. Technical Letters 


rt. Complaints 
2. Claims 
3. Adjustments 


IV. Collection Letters 


1. Statements 
2. Collection series 


V. Sales Letters 


1. Personal letters 
2. Form letters 
3. Series of form letters 


THe PARTS OF A LETTER AND LEADING STYLES 


There are six parts of a letter: heading, address, saluta- 
tion, body, complimentary close, and signature. In order 
that you may be able to make your work complete and 
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attractive in appearance, you must know the correct form 
and the proper position of each. 

Before taking up each of the parts, something should be 
said of the style of indention and spacing of the letter as a 
whole. There are two styles in general use — the indented 
and the block — illustrations of which follow: 


INDENTED STYLE e 


HOWARD MANUFACTURING CO. 


Heading g11 Peach Tree Street, Atlanta, Ga., 
Jan. 22, 1924. 
Address Mr. Philip O. Brannen, 
Tucson, Arizona. 
Salutation Dear Sir: 


It was a pleasure to receive your 
initial order placed with our salesman several 
Body days ago, and we are glad to extend you the 
privilege of an open account. 


We promise our most careful atten- 
tion to your orders and inquiries and hope 
that the opening of the account is the begin- 
ning of many years of pleasant and satisfac- 
tory business relations. 


Complimentary 
C 


Yours very truly, 
lose 


J. M. BROWN, 
DISTRICT MANAGER 


‘ignature 


Letterhead 


Inside Address 


Salutation 


Body 


Complimentary 
Close 


Signature 
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Buiock STYLE 


ee 


COUNTRY LIFE 
GARDEN City, NEw YorK 


August 17, 1924. 
Mr. G. W. West, 
27 Amherst Ave., 
University City, Mo. 


Dear Sir: 


The Manager of our Arcade Bookshop of your city has 
asked me to send you a copy of COUNTRY LIFE, be- 
cause he believes that it is the kind of magazine that 
will interest you. 


Iam glad to comply and while I cannot send the current 
issue, the copy that you will receive is representative 
of what you may expect. 


COUNTRY LIFE sells for 50c. a copy and may be had 
at the Arcade Bookshop, or they will be glad to accept 
your subscription at the special price of $5.00. This 
saves you $1.00 over the newstand price and $2.00 over 
our regular subscription price West of the Mississippi. 
To take advantage of this offer, just mail this order 
form to The Bookshop with or without remittance. If 
you send it today you will be sure of getting the 
August issue. 


Yours very truly, 
W. H. EATON 
WHE.H CIRCULATION MANAGER 


it 


An extreme block style is used in which the com- 
plimentary close and the signature are made flush with 


the left margin. 


Strictly speaking, whichever style is chosen should be 


used throughout. 


There is a modified block style which is good form and 
very generally used. 
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MoptFrieD BLock STYLE 


° 110 West 45th St., 
Heading New York City, 
March 17, 19— 
Mr. Horace Schleyer, 
Address 2239 Woolworth Bldg., 
New York. 


Salutation Dear Mr. Schleyer: 


At the request of Mr. Weigle I am en- 
Body closing list of the committees and proposed 
subjects to oe treated in this month’s Infor- 

mant. 


Would you like to have a meeting of 
your committee called for Tuesday of next 
week, March 22, at 12:30 p.m.? Please 
instruct me on this point. 


If you wish to communicate with Mr. 
Philip Price in regard to any committee mat- 
ters, you can reach him at Morningside 739. 


Any other information you may need 
will be cheerfully furnished. If we can serve 
you in any other way, do not hesitate to call 


eu nenecly pe gee Very truly yours, 

0 

fe =¢ JOHN SANDERSON 
ignature JS.RD SECRETARY 


Spacing. Until recently authorities have held that the 
spacing must be uniform, single spacing throughout or 
double spacing throughout, or single-spaced paragraphs 
with a double space between them. With the introduction 
of the block system it was found that the single-spaced 
heading and address lent a compactness very pleasing 
to the eye. (See paragraph on page 18.) Consequently 
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some business men who are most particular about the 
appearance of their letters have adopted the single-spaced 
heading and address for their double-spaced letters, as 
shown in the preceding example of the Modified Block 


style. 


When indentions are made they should be uniform, as 
illustrated in the foregoing. 
Whatever the style used, envelope and letter should 


agree. 


STUDENT’S WORK 


Answer the following questions: 


nn 


1. What is said of the importance of letter writing? 

2. Name the requirements of a good business letter. 

ce 

4. What must be interesting in the letter in addition to the facts 


Why is accuracy a necessary requirement of a good letter? 


themselves? 


. What is meant by appropriateness? 
. Show that it is important to send a letter at the proper time 


and to the proper person or class of persons. 
Explain what is meant by the term human letter. 


8. Name the different classes of letters discussed in this book. 


. Mention the different kinds included in each class. 

. Reproduce the outline of classes of letters. 

. Name the six parts of a letter. 

. Discuss the different styles of indention and spacing. 


CHAPTER TWO 
Tue Parts oF A LETTER (Continued) 


[In this chapter are presented the rules governing the best busi- 
ness practice. Should your firm have established rules which differ, 
you will of course conform to them.] 


Heading. The heading consists of the address of the 
writer and the date. The street address should appear in 
the first line, the name of the city and of the state in the 
second, and the date in the third. On a printed letterhead 
(see page 7) only the date is written, and it should be 
flush with the right-hand margin. The date is of such 
importance that it should never be omitted, nor should 
it ever be written wholly in figures — as, 9/21/24. It is 
also in bad taste to use rd, d, st, or th with figures — thus, 
June 3d, 1924. Write June 3, 1924. 

Some houses omit punctuation at the end of the lines in 
headings, inside addresses, and envelope addresses; but 
while no authoritative ruling on this point has been estab- 
lished, a majority use the so-called conservative punctua- 
tion. This requires a comma at the end of each line, 
except the last, which is followed by a period. When two 
items — for example, the city and the state — occupy the 
same line, they should be separated by a comma. Ab- 
breviations should always be followed by a period. 

The heading should be placed in the upper right-hand 


- corner, the first line standing about two inches from the 
pte) 
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top. Notice carefully the position, punctuation, capitaliza- 
tion, and style of the following: 


185 Madison Avenue, 
New York City, 
November 24, 1924. 
1276 West Third Street, 


Cleveland, Ohio, 
September 14, 1924. 


Business houses use printed letterheads, consisting 
generally of the firm name, address, and a brief statement 
of the character of the business. Many other details are 
sometimes included — such as names of officers, location of 
branch houses, trade slogans, telephone numbers, cable 
addresses, etc. While the letterhead may be considered an 
advertisement, it should be kept simple and in good taste 
so that it will not distract attention from the contents of 
the letter. 

Letterheads are generally engraved or printed, but may 
be lithographed or written. 

‘The following are illustrations of letterheads in good 
form and taste: 


CRWVMOOW AY. 
THE TAG MAKERS 


WORKS AT ESTABLISHED 
FRAMINGHAM,MASS.- 1644 


FRAMINGHAM, MASS. 
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J. K. Ratston RALSTON & WILLIS NEW YORK OFFICE 


S. 0. WILLIs Attorneys and Counsellors at Law 165 Broadway 
D. W. Hoyt WASHINGTON, D. C. LONDON OFFICE 
ES Evans BUILDING 3 St. sane Place, 


CABLE ADDRESS 
Ralsid, Washington 


Wagner Electric 
Manuiacturing Company 


6400 Plymouth Avenue 
Saint Louis 


Inside Address. The inside address comprises the name 
and address of the person or firm to whom the letter is 
sent. The street name and number should always be given. 
In replying to a letter, write the address precisely as it was 
given to you. 

The inside address should begin at the left margin line two 
or three spaces below the last line of the heading and should 
not extend beyond the middle of the sheet. The same punc- 
tuation and style as in the heading should be employed. 

Titles denoting courtesy, respect, or official position are 
commonly used — as Mr. Howard Shaw, Hon. Ben Lind- 
sey, Supt. Fred Hunter. Miss is used before the name of a 
single woman and Mrs. before that of a married woman. 
When in doubt whether to address a woman as Mrs. or 
Miss, use the latter. Observe that Miss is not an ab- 
breviation and therefore should not be followed by a 
period. When addressing two or more women, use Misses, 
Ladies, or Mesdames — as the Misses Henderson, Mesdames 
Towner and White. Observe also that these are not 
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abbreviations and that no period is required. Mr. is used 
in addressing one man and Messrs. two or more. Both are 
abbreviations. Messrs. is the abbreviation of Messieurs 
and should never be written Mess. Messrs. is used with the 
names of persons, not with firm names. You should not 
write Messrs. Britton and Co., but it is correct to write 
Messrs. Britton and Jones. Business titles such as man- 
ager, auditor, etc., should usually follow the name of the 
person — as, S. I. Gresham, Auditor. 

Prof. is used before the name of a professor, a title 
which should be reserved for college and university teachers, 
or instructors in sciences. Rev. or Rt. Rev. is used before 
that of a minister, and Dr. before that of a physician or a 
scholar holding a doctor’s degree. It is not customary to 
use two titles of office or scholarship. For example, it is 
better to say Dr. James R. Angell than Prof. James R. 
Angell, Ph.D. Wigh church dignitaries form an exception 
to this rule. 

Double titles should not be used, except occasionally to 
denote official position. In such cases they are quite 
generally written upon one line. Mr. James Smith, Sales- 
manager (on one line) is in common use, but strictly speak- 
ing is incorrect. Either of the forms given below is 
preferable and sanctioned by good usage. 


James Smith, Salesmanager Mr. James Smith, 
Brown Shoe Co. Salesmanager Brown Shoe Co., 
St. Louis St. Louis. 


There is a growing custom of omitting courtesy titles in 
business correspondence. Many consider Thomas Moore 
preferable to Mr. Thomas Moore. 
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Sometimes it is necessary to address a group of persons — 
for example, the directors, trustees, or managers of a com- 
pany. Note the following: 

To the Trustees, 
University of Illinois, 
Urbana, Ill. 
or 
To the Directors 
of the United States Steel Corporation. 
or 
Board of Directors, 
United States Steel Corporation. 

When you wish to address persons whose business is run 
under a man’s name, yet who are really doing business as 
a firm or company, you must not use Mr. or any other 
title. Such addresses should appear thus: 

Frank M. Brown, Inc., 
Knoxville, Tennessee. 

Tn all such cases, remember that you are in fact address- 
ing a firm and should follow with the salutation Gentlemen, 
not Dear Sir. 

The following examples show correct styles of writing 
inside addresses: 

Mr. Harry Woods, 
Augusta, Arkansas. 
The R. L. Watkins Company, 
1276 West Third Street, 
Cleveland, Ohio. 
Rey. E. Combie Smith, 


5600 Maple Avenue, 
St. Louis, Missouri. 
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Salutation. The salutation is the formal greeting at the 
beginning of the letter. The most common expressions are 
Dear Sir, Dear Madam, and Gentlemen. Dear Sirs has be- 
come practically obsolete. My dear Sir and My dear 
Madam are more formal and consequently used sparingly. 
Sir, Sirs, and Madam are extremely formal and often indi- 
cate strained relations. My dear Mr. Rice is formal and 
always permissible; but Dear Mr. Rice should be used only 
where an acquaintance exists that is reasonably intimate. 
The firm of John Smith & Amanda Rogers-should be ad- 
dressed Dear Sir and Madam. 

The salutation should begin at the left-hand margin line, 
two spaces below the address. Note that the word dear 
is capitalized only when it stands first. The following 
examples illustrate the correct writing of the salutation: 


Dear Sir: Ladies: 

Dear Madam: Mesdames: 
Gentlemen: My dear Sir: 
Dear Mr. Carroll: My dear Madam 
My dear Mr. Carroll: Sir: 

Dear Miss Adams: Sirs: 


Unusual Salutations. The following forms show correct 
salutations in many puzzling cases: 


PRESIDENT The Honorable Warren G. Harding, 
President of the United States, 
Washington, D. C. 
Sir: or Mr. President: 
or 

To the President, 
Washington, D. C. 

Sir: or Mr. President: 
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VICE PRESIDENT 


SECRETARY OF 


STATE 


SENATOR 


JUSTICE OF THE 


SUPREME COURT. 


REPRESENTATIVE 


GOVERNOR 


GENERAL 


MeEtTHOpIST BISHOP 


To the Hon. Calvin Coolidge, 
Vice-President of the United States, 
Washington, D. C. 
SW 
To the Hon. Charles E. Hughes, 
Secretary of State, 
Washington, D. C. 
She 
Hon. James A. Reed, 
U.S. Senate, 
Washington, D. C. 
Sir: or My dear Senator: 


Hon. William H. Taft, 
Chief Justice of the Supreme Court. 
Washington, D.C. 
Sir: or Dear Sir: 


Hon. Harry B. Hawes, 
House of Representatives, 
Washington, D. C. 
Sir: or Dear Sir: 


To His Excellency J. A. O. Preus, 
Governor of Minnesota, 
St. Paul, Minn. 
Sir: or Dear Sir: or My dear Governor: 


Gen. John J. Pershing, 
Chief of Staff, War Department, 
Washington, D. C. 
General: or My dear General: 
Bishop William A. Quayie, 
Buckingham Hotel, 
St. Louis, Mo. 
Sir: or Reverend and dear Sir: 
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EPISCOPAL BISHOP To the Right Reverend J. A. Bright, 
Bishop of Arkansas, 
Little Rock, Arkansas. 


Right Reverend Sir: 


PROTESTANT CLERGY Rey. Frank O. Baird, 
Jefferson City, 
Missouri, 
Sir: or Reverend and dear Sir 
or 


Rev. Dr. Baird, 
Jefferson City, 
Missouri, 


Dear Dr. Baird: (if well acquainted) 


CARDINAL To His Eminence James Cardinal Gibbons, 
The Cathedral, 
Baltimore, Md. 


Your Eminence: 
ARCHBISHOP Most Reverend John J. Glennon 


Archbishop of St. Louis, 
St. Louis, Mo. 


Most Reverend and dear Sir: 


or 
Your Grace: 
CATHOLIC BISHOP Right Rev. A. J. Royce, D.D., 
Boise, Idaho, 
Right Reverend and dear Sir: 


or 
Right Reverend Bishop: 
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PRIEST Rev. F. O. Connely, M. R., 
St. John’s Church, 
Detroit, Michigan. 
Reverend and dear Sir: 
or 
Dear F ather Connely: 


SUPERIOR OF Reverend Mother Theresa, 
FEMALE ORDER Convent of the Holy Cross, 
2207 Elm Street, 
New York, N. Y. 


Reverend Madam: or Reverend Mother: 


MEMBER OF Sister Mary Joseph, 
FEMALE ORDER Convent of the Sacred Heart, 
St. Louis, Mo. 


Dear Sister: 


Body. The body of the letter, the part which carries 
the message, should begin on the line below the salutation. 

Centering. The letter should be centered on the page, 
about the same amount of space being left at top and 
bottom. The margins on the left and right should also be 
nearly equal, but of course their width will vary with the 
length of the letter. If the message is brief, the margins 
should be widened. This will prevent placing the letter 
on the upper half of the sheet and leaving the lower part 
blank. 

Spacing. A letter should be typed on one page when 
possible. If short, it is generally double spaced; if long, 
single spaced. Always use double spacing between para- 
graphs and the various parts of a single-spaced letter. 
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The Second Page. In case a letter covers more than one 
page, the sheets are numbered and the date and the name 
of the addressee written at the top. 

A paragraph should not be begun at the bottom of a 
page unless there is room for at least three lines single 
spaced, or two lines double spaced. A single line or a few 
words at the close of a letter, however, should not be carried 
over to a new page. 

Quoted Matter in the Body of a Letter. If the quoted 
matter is merely a phrase or a sentence, it is sufficiently 
distinguished by the use of quotation marks. If the 
quoted matter is one or more paragraphs, it is more 
effectively presented by indenting five or ten spaces; 
in this case the quotation marks may be dispensed 
with, but whether the letter is single or double spaced 
the quoted matter when indented should be single 
spaced. 

Abbreviations.! With the exception of Prof., Mrs., Mr., 
Dr., and a very few generally recognized business terms 
such as f.0.b. and C.O.D., abbreviations should not be used 
in the body of a letter. Street, avenue, the names of the 
months, etc., should be spelled out. All figures in round 
numbers and all of less than three digits should be spelled 
out; for others the Arabic figures should’ be used — 
thus: eighty-seven, forty-two, three hundred, nine thousand, 
141, 2350, 23,890. O.K, O.K’d, O. K.ing and O. K’ing are 
correct abbreviations. Today, tonight, and tomorrow 
should be written without the hyphen. 


1 For a list of commercial abbreviations, properly used in statements, 
invoices, etc., refer to Deffendall’s Actual Bustness English. 
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Complimentary Close. The complimentary close is the 
detached expression of courtesy at the end of the letter. 
It should never be abbreviated. For example, it is in- 
correct to write yrs. for yours or resp’y for respectfully. 
Respectively is sometimes carelessly used for respectfully, 
Sincerely and truly are often misspelled. 

It is in bad taste to join the last sentence of the body of 
the letter to the complimentary close —for example, 
Hoping to hear from you, I remain Yours truly. Such 
expressions as J am, I remain, and and oblige should be dis- 
carded altogether. Respectfully should be used sparingly, 
but is appropriate in letters to superiors. 

The complimentary close should begin at the center of 
the page and below the last line of the body of the letter. 
The first word (but only the first) should begin with a 
capital letter, and a comma should follow the expression. 
The following forms are customary in ordinary business 
letters: 


Yours truly, Respectfully yours, 
Yours very truly, Yours respectfully, 
Truly yours, Sincerely yours, 
Very truly yours, Yours sincerely, 


Signature. The signature consists of the name of the 
writer, or the name of his firm and his own. In writing 
for a firm the position of your name should denote the 
degree of your responsibility. For example, if you wish to 
write merely as an agent, you should sign the name of your 
principal, or firm, first — as: 

Brown & Walker Company, 
iB Vane pene dente 
The firm name may be spelled in full capitals if desired. 
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The writer may add his name or merely his initials after 
that of his firm, or he may add his name and official posi- 
tion. By or Per sometimes is written before the name. 
By is preferable. When the writer uses a decidedly per- ° 
sonal tone in his letter, he should sign above the firm name. 
The name may be followed by the official title, but should 
never be preceded by any title — as Mr., Dr., or Prof. 


Yours truly, 
W. H. Hale, 
Circulation Manager, 


A Woman’s Signature. Sex makes no distinction in this 
rule, and it is equally incorrect for a woman to use a title. 
Occupying the same position as man, she is governed by the 
same business customs and should sign her full name — as 
Alice Spencer Smith; if she prefers, sbe is privileged to use 
her initials — as A. S. Smith. 

In social correspondence an unmarried woman may put 
the word Miss in parentheses before her name if writing to 
strangers. A married woman should sign her full name — 
that is, her maiden name and the surname of her husband 
—and below it place her married name — as: 


Katherine Howard Bates 
(Mrs. John W. Bates) 


Rubber Stamp. Sometimes a rubber stamp is used for 
signing, the name on the stamp being made from the 
writer’s signature. Nothing, however, can take the place 
of a written signature, because this is proof that the writer 
has given the matter his personal attention. It is better 


22 ACTUAL BUSINESS CORRESPONDENCE 


to have the signature written by a clerk, who should place 
his own initials below it, than to use a rubber stamp. 

Signatures should be Uniform. The signature in business 
* communications should be uniform. If John B. Good- 
fellow has identified himself in one letter by his full signa- 
ture, it is confusing to his correspondent to receive a later 
letter signed Jack Goodfellow, or J. Goodfellow, or J. B. 
Goodfellow, or J. Bernard Goodfellow. Having adopted 
John B. as his business signature, Mr. Goodfellow should 
adhere to it in all business communications. 

Signatures should be Legible. There is no justification 
for signing illegibly. However, there are some very clever 
business men who realize that no one can read the scrawl 
which they attach to their correspondence and accordingly 
instruct their stenographer to type the name below the 
complimentary close, leaving space between for the penned 
scrawl. It is surely much better to write one’s name plainly. 

Miscellaneous Matters. Identification of the Dictator. 
Certain other information, in most cases useful only to the 
firm sending the letter, is often added. The initials of the 
one who dictates the letter and of the one who types it 
are usually placed at the left-hand margin a number of 
spaces below the signature. They may be written in 
capitals or in lower case. The initials of the dictator stand 
first, being separated from those of the typist by an oblique 
line, a horizontal line, an asterisk, a colon, or a period. 
Sometimes one initial is used, often two or three. In some 
houses a number is used instead of the typist’s initials and 
occasionally the dictator’s name is written in full. Note the 
following forms: 
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C/H D—S FOR.BE 
cbh/fd D:S eS 
Carl Collins/d H/o 


Enclosures are generally indicated immediately below 
the initials of the dictator and the typist — as: 
CRD .LQ 
2 enc. or 2 Enc. or 2 encl. or 2 Encl. 
The word Enclosure or the abbreviation Encl. may be used. 
In case there is more than one enclosure the number should 
be indicated — as 2 Encl., 2 Enclosures, (2 Enclosures). 

Matter sent under separate cover may also be indicated 
below the initials. Such expressions as Catalog mailed, 
Samples by Parcel Post, etc., are commonly used. 

Postscripts. The old-fashioned postscript labeled P.S. 
or \V.B. is no longer used, for careful business men do not 
overlook any important matters. Occasionally, however, 
the writer announces below his signature something to 
which he would call especial attention. This is particularly 
true of sales letters. In such cases P.S. or N.B. should 
not be used. 

Sometimes it is desirable to have a letter reach a certain 
individual in a department, and then the phrase Aftention 
of Mr. is placed above or below the salutation or 
on a line with it. 


Rice-Stix Dry Goods Co., 
Adjustment Department, 
ro1o Washington Ave., 
St. Louis, Mo. 


Gentlemen: 


Attention of Mr. Bennett: 
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Some business houses adopt a standard form for all 
departments. The following is the Dennison office style: 


Dennison OCanufacturing Go. 


THE TAG MAKERS 
WORKS AT ESTABLISHED 
FRAMINGHAM, MASS. 1644 


FRAMINGHAM, MASS. October 1, 1920. 


Dennison Manufacturing Co., 
Framingham, Massachusetts. 


Gentlemen: 
Attention of the Stenographers. 


This letter is written in accordance with the 
standard form adopted for all Dennison letters. 


Place the paper guide so that when the paper is 
inserted in the machine and the marginal stop set at ro, the 
left-hand margin will be 1}’’ wide. 


Write the date immediately following the words 
“Framingham, Mass.” and the name and address in block 


style as shown above. The first line of the body of the let- 
ter follows one double space below the salutation. 


If a letter is directed to the attention of an indi- 
vidual in a concern, write Attention of Mr. Blank in the cen- 
ter of the page, between the salutation and opening para- 
graph. 


Begin all paragraphs at 20 on the scale. The 
right-hand margin should also be 1}”’ wide, and it should be 
kept as even as possible. Try not to carry any typewriting 
beyond 70 on the scale, but do not obtain an even margin 
at the expense of constant hyphenating. 


In closing, use the phrase ‘Yours very truly, 
starting at 42, and write the signature DENNISON MANO. 
FACTURING CO. in block style a double space below, be- 
ginning directly beneath the ‘“‘Y’’ of ‘‘Yours.’? The name of 
the dictator and the transcriber’s initial should be typewrit- 
ten at the left, a double space below the Company signature. 


Yours very truly, 


DENNISON MANUFACTURING CO. 
(Signature) 


THE PARTS OF A LETTER 25 


STUDENT’S WORK 
EXERCISE ONE 


Copy the following letters, properly arranging and plac- 
ing the different parts. Insert also the necessary punctua- 
tion: 

1. Mr, Walter C. Hammon, 450 Vine Street, Moberly, Missouri, 
to the Midland Publishing Company, 800-810 Pine St., St. Louis, 
Missouri, Advertising Department, Attention of Mr. Arch S. Merri- 
field, Gentlemen: If the price of the 1924 edition of the Tractor and 
Implement Blue Book is the same as that of the 1923 edition, you 
may send me a copy when it is ready for distribution. If it is not 
too late to have advertising matter inserted, you may repeat my ad 
of 1923. I trust the same handy, compact, pocket size will be con- 
tinued in the new edition. Yours very truly. 

2. Mr. Frank Harrison, Altamont, Lllinois, to the John Deere 
Plow Company, 2100 N. Broadway, St. Louis, Missouri, Advertis- 
ing Department, Attention of Mr. Schultz, Gentlemen: I am in- 
terested in your Waterloo Tractor and would like to have more 
information about it. Will you please send me any circular or catalog 
you may have that describes it? My neighbor, Mr. Clarke, was 
favorably impressed with this machine when he visited your sample 
room in March. Yours truly. 


EXERCISE TWO 


Complete the heading, inside address, salutation and 
complimentary closing of each of the following, omitting 
nothing but the body of the letter: 

1. Jesse W. Barrett, Monett, Missouri, writes Stewart Anderson, 
Inc., 74 Cortlandt St., asking about the price of a book. 

2. Howard Fuller, 213 Green Street, Champaign, Illinois, writes 
the Union Trust Company, Cleveland, Ohio, requesting them to send 
him a copy of their Banking by Mail. 
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3. Ainsworth & Company, 627 South Wabash Avenue, Chicago, 
Illinois, writes the Sisters of St. Joseph, St. Louis, Missouri, men- 
tioning that he is sending them a copy of a textbook of interest. 

4. Write President David Kinley of the University of Illinois, 
Urbana, requesting him to send you a catalog. Complete the parts 
of the letter, omitting the body. 

5. Mary Elizabeth Wright, 18 Palm Street, Salt Lake City, 
Utah, writes a letter to the Globe-Wernicke Co., Dept. 137, Cincin- 
nati, Ohio. 

6. Fred B. Lansing, 37 Beacon St., Boston, Massachusetts, writes 
a letter of inquiry to John Wanamaker, Adjustment Department, 
Broadway at Tenth Street, New York City, attention of Mr. Snow. 

7. Franklin M. Mooney, Jefferson City, Missouri, writes a letter 
to the First National Bank, Lake Village, Arkansas, inquiring about 
the financial standing of a prospective tenant for his farm. 

8. Mary Bryan, Lookout Mountain, Tennessee, writes the 
Taylor Instrument Co., Rochester, New York, inquiring the price 
of thermometers. 


CHAPTER THREE 
ADDRESSING ENVELOPES 


Before we enter upon the discussion of this topic, some- 
thing should be said concerning the envelope. Shape, 
quality, and color — always with letterhead to match — 
vary greatly. The envelope used by the business man 
differs from that used by the society woman. The latter 
would be quite out of place in business correspondence be- 
cause of its irregular size and its expense. 

The following are the main classes of envelopes: 

(1) Ordinary commercial for business correspondence, 
of which there are several sizes, Nos. 6 and 10 being most 
commonly used; (2) baronial, a more nearly square envelope, 
usually of an excellent grade, which is largely used by pro- 
fessional men and for special personal correspondence in 
business; (3) coarse envelopes for circulars, catalogs, mag- 
azines, etc.; (4) window envelope; (5) novelty envelope 
for engraved announcements; and (6) social correspond- 
ence envelope. 

The importance of correctly addressing envelopes cannot 
be overemphasized. 

Upon the exactness and legibility of the address depend 
the prompt delivery of the letter, and as you advance in the 
business world you will learn that nothing is so valuable as 
time, nothing so costly as delay. 

The United States post office department has laid down 
certain quite simple and reasonable rules on addressing to 
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aid in the prompt delivery of mail and every good citizen 
should conform to them for civic as well as selfish reasons. 

Post Office Recommendations. 1. Always use type- 
writer or ink. A penciled address smears and soon grows 
illegible. Write very carefully and legibly. 

2. Write the complete address, using a separate line for 
the name, the street and number, the city, and the state, 

3. Spell out the name of the state; never abbreviate it. 
This government request is not generally followed in 
business. 

4. In business correspondence place a return card in the 
top left corner; it should include the firm name, complete 
address (street, number of post office box, city, and state), 
and the number of days’ service asked. 

Centering. If you wish the envelope address to have an 
attractive appearance, you must give proper attention to 
centering. Should you place the first line above the center, 
the envelope will appear somewhat top-heavy — thus: 


E. M. Trimble Mfg. Co., 
431 Central Ave., 
Rochester, 
New York. 


ADDRESSING ENVELOPES 29 


If you begin somewhat below the center, it looks crowded 
to the bottom — thus: 


E. M. Trimble Mfg. Co. 
431 Central Ave. 
Rochester 
New York 


Always leave about the same amount of space on both 
left and right of the first line. If you fail to observe. this 
rule, the address will appear thus: 


E. M. Trimble Mfg. Co., 
431 Central Ave., 
Rochester, 

New York. 
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The typed matter should be centered from right to left 
and the first line written a bit below the middle of the 
envelope. Note the attractive appearance of the model 
below, which is properly centered. 


— 


Frank Livingston & Sons, 
367 Washington St., 
Boston, 
Massachusetts. 


When the address consists of more than four lines you 
may begin a space or two above the middle. 


= 


Dr. John J. Maddox, 
Superintendent of Instruction, 
911 Locust Street, 
St. Louis, 
Missouri. 
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Spacing and Indention. The address may be single 
spaced or double spaced; it is more easily read if double 
spaced. It may be written in block or indented style, but 
the indention should correspond to the style of the letter. 

Accuracy. Be sure to copy addresses correctly. Refer 
to the letterhead and signature, be accurate in spelling, and 
observe rules two and three of the post office department as 
given on page 28. If your letter is not properly addressed 
it cannot be promptly delivered, and you will cause your 
firm the loss of postage and perhaps the good will of patrons 
—to say nothing of the serious complications which may 
arise from the delay. 

Titles. If addressing an individual use Mr., Mrs., or 
Miss before the name unless some other title will express 
greater precision. Be careful in the use of Messrs. before 
company names. Read the section on titles beginning 
on page 12. 

When addressing foreign letters, many houses write in 
full capitals the name of the country — thus: 


Mr. John Stoll, 
Via Strozzi, 13, 
Florence, 
ITALY. 


The following expressions when used should be placed 
in the iower left corner: 


Att. Mr. Schultz 
Dept. B 

In care of — 
Please forward 
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Window Envelopes. Some firms use so-called window 
envelopes, particularly in sending out bills, statements, 
etc. These are ordinary commercial envelopes having an 
open space in the face covered with transparent paper. 
The device exposes the address on the letter enclosed. 
Care must be taken so to place the name and address on 
the upper part of the letter that when properly folded it 
will appear under the transparent space. The use of 
window envelopes saves time, and what is far more im- 
portant prevents mistakes, since the address is written 
but once and there is only one chance for error instead 
of two. Therefore firms which send out hundreds of 
letters find it an advantage to use them. They are quite 
generally used for mailing invoices and statements of 
accounts. 

The illustration below shows a window envelope of the 
type ordinarily used enclosing sheet containing the 
address: 


RETURN IN FIVE DAYS TO 
UNDERWOOD TYPEWRITER COMPANY, Inc 
FRISCO BUILDING 
NINTH 4 OLIVE STS, 

ST, LOVIS, MO, 


Ainsworth & Company , 


623-655 South Wabash Ave., 


Chicago, Tll. 
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STUDENT’S WORK 


EXERCISE ONE 
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Secure commercial envelopes and write the following 


names and addresses. 


In case you cannot conveniently 


obtain them, make pencil drawings 32” x 63” on regular 
sheets of paper: 


I, 


Loose-Wiles Biscuit Company, 
Kansas City, Missouri. 


. Woodward & Tiernan Printing Co., 


309 N. Third St., St. Louis, Missouri. 


. The George L. Dyer Company, 


42 Broadway, New York. 


. Mr. S. L. Bennett, Manager Adjustment 


Department, Rice-Stix Dry Goods Co., 

St. Louis, Missouri. 

Thomas Cusack, Harrison and Loomis Streets, 
Chicago, Illinois. 

C. G. Rathmann, Assistant Supt. of Schools, 
St. Louis, Missouri. 

The Mendel-Drucker Company, 

Dept. A, Cincinnati, Ohio. 


. The Fleischmann Company, Dept. P—26, 


701 Washington St., New York, New York. 


. National United Service Co., Detroit, Michigan. 
. E. W. Stillwell & Co., Architects, 587 


California Bldg., Los Angeles, California. 


CHAPTER FOUR 
FOLDING AND ENCLOSING LETTERS 


Stationery. Before you can thoroughly understand 
folding, you will need to know the different kinds of station- 
ery in use. There are four sizes — commercial, or business 
letter, size; small commercial, or note heads; two-fold; 
and note paper. Most business houses now use only com- 
mercial sheets (83 x 11 inches), writing even the shortest 
letters on them. 

The size of each kind is as follows: 


Commercial, or business paper, 83 x 11 inches, 
Small commercial, or note heads, 83x 55 inches, 
Two-fold, 74 x 10% inches, 

Note paper, varying in size. 

Folding. 1. For the No. 6% envelope, which is 63 inches 
long by 33 inches wide, fold a commercial sheet once across 
the short diameter with the writing or printed matter 
inside, making the crease one fourth of an inch below the 
middle. Then turning the paper, fold it twice across what 
is now its short diameter, so that the first crease is a little 
more than one third the distance from the bottom to the 
top. Insert with the small flap on top and next to the sealed 
side. 

2. In folding letters for the No. 10 envelope, which is 
92 inches long by 4% inches wide, the first fold should be 


2A 


FOLDING AND ENCLOSING LETTERS 35 


one third from the bottom and the next an equal distance 
from the first, making but two creases. Insert with the 
last fold up and the flap toward the sealed side. 

3. For the baronial envelope fold the bottom edge even 
with the top and crease. Fold the right edge even with the 
left edge and crease. Insert the last creased edge first. 

4. For the No. 10 window envelope fold the sheet to 
within a half inch of the last line of the address (the address 
must be written in the upper third of the sheet) and crease. 
Fold the upper third backward to the crease and crease 
again. Insert in the envelope with the address to the 
window. 

5. For No. 6 window envelope fold and crease as 
instructed above, then fold the right edge backward to 
within a third of the left edge and crease again. Insert 
with the address to the window. 

Special care must be taken in folding for window en- 
velopes, since the windows are not always in the same space. 
The above instructions are merely for your general guidance. 
Insert with the small flap on top and next the sealed side. 

6. Follow instructions in paragraph two for two-fold 
sheets or note heads, but enclose in a smaller envelope, 
one corresponding in size. 

7. Fold note paper once across the short diameter and 
insert in an envelope to match in size and color. 

Some houses use folding machines to facilitate the han- 
dling of heavy correspondence. They are seldom used when 
the number of letters is fewer than one thousand in a day. 

Always make sure that you do not place letters in wrong 
envelopes. Such mistakes may cause serious trouble. Tc 
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insure absolute accuracy, check the name on the letter 
with the name on the envelope. It takes but little time, 
and you cannot afford not to do it. 

Taste. Careful business men exercise good taste in the 
selection of paper and envelopes. The paper should be 
white or cream and the envelope should be of the same 
color. Paper of light tints, gray or buff, however, is not 
objectionable. The more striking colors —red, yellow, 
orange, pink — should not be used except for display 
purposes in advertising circulars, for they distract atten- 
tion from the letter’s content. 

It is also in very bad taste to send out a letter marred by 
many erasures. This is especially true if words appear 
smeared and indistinct. If erasures must be made, use 
shields, simple celluloid cards containing openings of 
different sizes. Care should be taken not to leave finger 
marks on the paper. Keep the hands clean and dry. 
Sweaty hands always leave marks. 

Enclosures of Additional Matter. Additional matter — 
cards, folders, booklets, checks, stamps, money orders, and 
money —is sometimes enclosed with a letter. This re- 
quires considerable care and attention. To avoid an 
omission, the best plan is to note enclosures at the end of 
the letter. If for any reason this is not done, form the 
habit of looking when enclosing your mail for a statement 
about an enclosure. 

Remittances. Small sums of money are commonly sent 
in the form of postage stamps. They-should always be 
attached lightly, never left entirely loose. Better still, 
they should be placed in a piece of waxed paper or in a 
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waxed envelope. If neither can be obtained, they may be 
wrapped in ordinary paper. 

Sums of money are sometimes sent by postal money 
order. These are obtained at the post office, where the 
drawer merely fills out a blank and pays the amount of 
money named in the order and an additional fee of a few 
cents. The receipt which is given with the money order 
should be kept. 

Express money orders are also often enclosed in letters. 
These are issued by the various express companies in much 
the same way as postal money orders. It is not necessary, 
however, to fill out a blank to obtain one, as the agent of 
the company merely asks to whom you wish to send the 
money and for what amount you wish the order drawn. 
The fee for issuing the order is very small. 

Almost all business houses remit by check. This is the 
best method, for cancelled checks serve as receipts. 

The practice of sending currency in letters has been 
almost completely abandoned. If, however, bills are 
enclosed, the letter should be registered. 

In all cases where money is to be enclosed, great care 
should be taken to check the amount named in the letter 
against that of the remittance. 

Postage. The question arises whether or not to send 
out sales letters and advertising material under first-class 
postage. On this point leading houses disagree. The de- 
cision should depend upon the nature of the goods to be 
sold and the value of the first impression sought. 

All sealed matter must be sent under first-class postage. 
Some firms use an open-end envelope, which looks very 
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much like a sealed envelope, and yet is carried under third- 
class postage. Such envelopes are probably safer than the 
unsealed ones so far as the prevention of the loss of enclosed 
matter is concerned. 

Undelivered Mail. Remember that the government will 
return to the sender all undelivered letters mailed under 
two-cent postage. Undelivered letters forwarded under 
third-class postage will be returned by the post office if 
beneath the return address in the upper left corner of the 
envelope is inserted the line “Return postage guaranteed.” 
All one-cent mail should bear this line as it enables the 
sender to eliminate from his mailing list all incorrect 
addresses. It should be observed, however, that many 
post offices are lax in their duty and do not return such 
third-class matter as they are instructed to do. Advertisers 
can not yet rely upon this service. 


STUDENT’S WORK 
EXERCISE ONE 


Secure ten samples of each of the different sizes of com- 
mercial letter paper and envelopes. Practice folding and ~ 
enclosing according to the directions given in the foregoing 
discussion. 

EXERCISE TWO 

Write a paragraph stating the steps necessary in securing 

‘a post office money order. 


SUPPLEMENTARY EXERCISE 


Get a booklet of postal information and prepans a table 
of rates and other valuable information. 


CHAPTER FIVE 
MAKING LETTERS INTERESTING 


Interesting letters win. The time has passed when one 
can successfully write the same trite phrases over and over. 
No longer can a letter be loaded with meaningless words 
and stereotyped expressions, or a message stated in a cold 
and impersonal way. Every letter must be interesting. 
But how can this be done? That is a vital question that 
can be definitely answered. In general the following means 
can be relied upon: 


1. A good beginning 

2. A personal style 

3. Avoidance of obsolete words and meaningless ex- 
pressions 

4. The substitution of strong expressions for weak and 


servile ones 
5. A good ending 


A Good Beginning. Since business letters are useful as 
records, the first paragraph usually should carry a refer- 
ence by date or subject to the communication being 
answered. When unnecessary it, of course, should be 
omitted. In neither case should long introductory 
phrases and involved sentences filled with worn-out 
words and meaningless expressions be used. Suppose, 
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for example, a customer has written for a catalog. Note 
the customary beginning: 


In reply to yours of the 30th ult., we desire to say that we have 
sent you under separate cover a copy of our latest catalog. 


Why say 30th ult. when you mean September 30, and why 
say we desire to say at all? Compare this sentence couched 
in newer language and written from the reader’s point of 
view: 

The catalog you requested in your letter of September 30 has 


gone forward today. On pages 14 and 15 you will find a complete 
description of the stove in which you are interested. 


Get the habit of saying things simply and directly 
Note the moss-covered structure of the following: 


Your letter of June 25 at hand and in reply thereto beg to say 
that we do not handle the tractor you mention. 


Note the gain in interest and effect when the same facts 
are stated in a plain straightforward way — thus: 


We regret that we do not handle the tractor you mention in your 
letter of June 25. 


Sometimes words intended to be polite but in reality 
false or foolish are injected into these long meaningless 
expressions. Note the effect of the word hasten in this one: 


Replying to your letter of a week ago, we hasten to enclose here- 
with booklet covering washing machine and trust you will find it 
just what you want. 


The fact that the answer was delayed a week shows that 
no hastening was really done. But even if haste had been 
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used, it would have been wise to avoid such a stereotyped 
sentence. It would have been better expressed as follows: 


We are sending you immediately the booklet you mention. It 
will tell all about the washing machine we are handling and give 
you directions for using it. 


The examples just mentioned are typical of beginnings 
in hundreds of letters. They are void of interest. You 
must do better. Begin by eliminating worn-out expressions 
and meaningless phrases. Choose new language and make 
your statements simple and direct. Omit entirely such 
expressions as these: 


CONTENTS NOTED. In “Your letter is received and contents 
noted”’ the phrase is meaningless. If you have received the letter 
and are in the act of answering it, you certainly have noted the 
contents. 


BEG TO STATE, BEG TO REMAIN, BEG TO ADVISE, WOULD 
SAY, WE HAVE TO SAY, and similar expressions are superfluous and 
clumsy. Use simple statements instead. “We beg to advise that we 
are in the market for bone buttons,” is better rendered, ‘‘We are in 
the market for bone buttons.” 


HOPE TO BE FAVORED WITH A PROMPT RESPONSE. ... 
CHECK IN THE AMOUNT OF... ACKNOWLEDGING YOUR 
LETTER OF OCTOBER 18 ENCLOSING CHECK... are so 
ancient and worn that they deserved to be retired many decades 
ago. Compare the simplicity of May we have a prompt reply? ... 
check for... We have your letter of October 18, etc. Try always to 
make your letters simple, direct, and sincere. 


Obsolete Words and Meaningless Expressions. Obso- 
lete words and meaningless expressions are very common 
in letter writing. If you would make your writing inter- 
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esting, you must know what they are and be able to avoid 
them. Among the most objectionable ones observe the 
following in addition to those already mentioned: 


Do not say When you mean 


ADVISE INFORM OR NOTIFY 

Advise means to give advice and is correct in that sense only. 
“Please advise me how to proceed,” is correct when asking for advice. 
“Please inform us of shipping date,” or “Kindly notify us when the 
goods are ready,”’ are correct words to use in those instances. 


SAME IT or THEM 
Same is not a pronoun and should not be used as such. “Your 
order has been received and same shall have our attention,” is in- 
correct. ‘‘Your order has been received and i shall have our at- 
tention” is what you mean, although it ‘would be equally correct 
and would sound better to let the pronoun be understood and write, 
“Your order has been received and shall have our attention.” 


ENCLOSED HEREWITH ENCLOSED 


Herewith is redundant when used with enclosed. If the article is 
enclosed it is likewise herewith. “Enclosed herewith is our check,” 
should be written “‘ Exclosed is our check.” 


ENCLOSED PLEASE FIND ~ ENCLOSED IS or ARE 
ENCLOSED WE HAND YOU WE ARE ENCLOSING 

“Enclosed please find our check,” or “Enclosed we hand you our 
check,” is better expressed as “Enclosed is our check,” or “We are 
enclosing our check.” Find means to meet with, or light upon, 


accidentally; to come upon by seeking. Hand means to give, pass, 
or transmit with the hand. 


TO HAND 
AT HAND RECEIVED or HERE 


In the sentence “Your letter has come fo hand,” to hand strictly 
speaking is not incorrect, since Webster recognizes the phrase ie 
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come to hand. However, it isa bit stilted and it is better to say simply, 
“Your letter is here,’ or ‘Your letter has been received.” At hand 
means near, within reach, not far distant and is incorrect when you 
mean “TI have your letter.” The chief objection to both phrases is 
that they sound stilted and commonplace. 


Do not say When you mean 
INST. MARCH 7 
ULT. FEBRUARY 22 
PROX. APRIL 3 


It is better to give the exact date. Say “Your inquiry of March 7,” 
instead of “Your inquiry of the 7th inst.” 


RE: IN REGARD TO 
IN RE: i SUBJECT 

In re, or re, is a good Latin expression meaning concerning or in 
regard to. It is properly used in legal documents but has no place 
in commercial correspondence. When tempted to use it in the body 
of your letter use its English equivalent instead — as, “Jn regard to 
the linen collars about which you wrote us, shipment was made 
June 14.” When introducing the topic of your letter use the word 
subject — as, “Subject: linen collars.” 


KIND ORDER, INQUIRY, LETTER, etc. 
VALUED 
Esteemed, kind, valued thus used are relics of a courtlier age and 


out of place in modern business correspondence. 


ESTEEMED | 


SAID THIS or THAT 


Said as an adjective has its proper place only in legal documents. 
Said used in this sense means aforesaid. “Said plow was delivered 
Wednesday,” really means “The aforesaid plow was delivered 
Wednesday.” Write instead ‘‘ This plow was delivered Wednesday.” 
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Do not say When you mean 
THE WRITER I or ME 


It was formerly felt that to write in the first person was to be 
lacking in reserve and modesty. This has given way to a sense 
of simplicity and directness, and instead of saying in your letter, 
“Your inquiry has been submitted to the writer,” say, “Your inquiry 
has been submitted to me.”’ Instead of saying, ‘‘The writer will be 
glad to hear from you further on this point,” say, ‘‘J shall be glad to 
hear from you further on this point.” 


AT THE PRESENT WRITING NOW 


Always express yourself in as few words as possible. Let the 
words be as short and as strong as will clearly convey your meaning. 
At the present writing is not incorrect but mow is much briefer and 
stronger. “Af the present writing we have none in stock,” is better 
expressed “‘We have none in stock now.” 


LETTER 
YOUR FAVOR INQUIRY 
YOURS YOUR ORDER 

REMITTANCE 


Favor is a gift or accommodation, something bestowed or done as 
an evidence of good will, a token of love. A business communica- 
tion is hardly to be defined as any of the above. Say, ‘Your letter 
of May 5 reached us this morning” rather than “Your favor of May 
5 reached us this morning.” 


Yours used alone does not give the proper information and is too 
curt. Say ‘“‘your letter,” “your order,” etc. 


RECENT DATE APRIL 5, 6, 7, or 12. 


Recent date is indefinite and should not be used unless the date is 
actually unknown. Business correspondence should be accurate 
and definite, and it is better to say yesterday, Monday, April 5, etc. 
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Do not say When you mean 
EVEN DATE TODAY 


This is banned for the same reason as “At the present writing.” 
“Your letter of even date,” should be written “Your letter of today,” 
or “this morning.” 


WE ARE IN RECEIPT OF WE HAVE RECEIVED 
The first phrase is grammatically correct but is unwieldy. It is 
much better to say simply “We have received.” 


This by no means exhausts the list of meaningless and 
obsolete words, but it will serve to acquaint you with their 
kind. Remember always to write as you would talk and 
practice faithfully upon the daily drill given at the end 
of this chapter. 

Substitution of Strong Expressions for Weak and Servile 
Ones. Certain expressions typical of the time when the 
language of letters was not only overly polite but servile 
still persist. They include such expressions as believe me 
your obedient servant, and oblige, beg, beg to say, I hasten to 
reply, I kindly ask, etc. Instead of these you should sub- 
stitute strong expressions and clear sentences which say 
something worth while. For instance, please and kindly 
are correct and useful in their places but should not be 
overworked. As soon as possible, at once, immediately, by 
return mail, are quite correct and have their proper function 
but should not be used meaninglessly. Much help may 
be obtained from such books as Putnam’s Phrase Book and 
works treating synonyms. Wide reading, particularly in 
the field of commercial geography and industrial history, 
and the study of advertisements will also help. 
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Personal Style. When you avoid meaningless words and 
phrases and stereotyped expressions, you will be able to 
get down to a personal style. To begin with you must get 
the point of view of the reader. It is not what interests 
you, but what appeals to him, that you must keep in mind. 
Learn to use the pronoun you. Visualize your customer, 
see him face to face, and write as you talk. You would 
hardly say same, said, your favor, beg to say, beg to advise, 
herewith, etc., were you talking to your reader. This does 
not mean that you must avoid the use of J and we, for they 
are personal too; but the emphasis of idea must be on the 
you, and not the J or we. Your idea should be, “ You should 
buy,” not “I want to sell;” “ You will be interested,” not, 
“T wish to interest you.” 

Do not omit the subject pronouns through false modesty, 
haste, or carelessness. It is much better to say, “Frankly, 
we do not see how we can allow your claim,” than, “Frankly, 
do not see how can allow claim.”” Whenever they are 
needed, these pronouns should be used freely. Use we 
when speaking for your firm and J when speaking on your 
own responsibility. 

The personal style is largely a matter of mental attitude. 
Get the right attitude toward your work and your customer 
or reader, and you will be able to write letters of the human 
sort. 

A Good Ending. A good ending does much to make a 
letter interesting. Avoid stereotyped and overworked 
expressions. A few endings that are especially overworked 
may be found on page 47. Note that they begin with 
such words as hoping, awaiting, regretting, and trusting. 
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Hoping the goods will reach you promptly, we are 
Awaiting your reply with interest, we beg to remain 
Regretting the inconvenience you have been caused, we are 
Trusting that this explanation will prove satisfactory, etc. 


Such statements are not response stimulators. They are 
too familiar, too general, and too indefinite to cause the de- 
sired reaction. You must strive to be natural and original 
in expression. 

Compare with these the following effective endings: 

We hope the goods will reach you prompily. 

If you will send us your order at once, we can furnish the goods in 
hundred-pound lots. 

Be sure to return all of the attached samples, as we cannot proceed 
intelligently without them. 

Your inquiry is appreciated, and we hope you will follow it with an 
order. 

We trust that our explanation is satisfactory. 

Should your local dealer be unable to supply your wants, do not 
hesitate to write us for further assistance. 


Avoid sentences beginning with hoping and trusting. In 
most cases you can omit them entirely, but if necessary to 
express these sentiments make independent statements of 
them — for example, ‘‘I trust the delay has caused you no 
great loss.” This is stronger than “Trusting the delay has 
caused you no great loss, I am,”’ etc. 

There is also serious objection to the detached use of 
I am and I remain. No one doubts that you are, or that 
you remain. To write, e.g., “I trust the delay has caused 
you no great loss. J am, Julius Herring”’ is foolish and 
ridiculous. J am may be used, however, as part of a 
sentence at the close — as, ‘‘ With kind personal regards to 
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you and Mr. Jackson, I am Very truly yours, Julius Her- 
ring.” 

Note that the following letter does not contain a single 
interesting sentence: 


Dear Sir: 


Replying to yours of the 22d ultimo, we are sending you the 
catalog you asked for, and hope you will read same carefully. 


The said catalog tells all about our blueprints, drawings, and 
diagrams. You can easily make the phonograph yourself which you 
mentioned in your esteemed favor. I hand you herewith a response 
of recent date from a satisfied customer. Read it carefully. You can- 
not only build a $200 phonograph for $50, but you can make money by 
building them for your neighbors. 


Trusting this will be what you want, I beg to remain, 
Yours truly, 
John Smith 


But it is possible to rewrite this letter and make it really 
interesting. Compare the revised copy. 


Dear Mr. Saltus: 


The catalog you requested on the 22d is mailed you with this 
letter. We are also sending you copy of a letter from Mr. Arthur Hoke 
of Wellston, who ordered an outfit last month, built a phonograph and is 
delighted with it. Mr. Hoke’s experience is particularly gratifying 
because he had never handled either tools or a phonograph before. 


Read the catalog carefully. If you will begin with pages 7 to 10 
you will have a clearer understanding of the sections which follow and 
will have no difficulty in determining what parts you need for the style 
phonograph you may decide to build. You will find the section on 
blueprints, drawings, and diagrams! most helpful. 


1 Blueprints, drawings, and diagrams are charts and plans illustrating 
verbal explanations. Blueprints are made in white lines on a blue ground. 
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Using the parts we supply and following our instructions, 
anyone with a little intelligence though utterly inexperienced can 
build a two-hundred-dollar phonograph at an expense of only twenty- 
five. We hope that the plan may appeal to you and that we may have 
your order. 

Yours truly, 


HUNT & HOUSTON 
cdo.gr by C. D. Oldfield 


Read the following letter and tell why it is interesting. 
Comment on the beginning and the ending and also on the 
original expressions used. 


Gentlemen: 


“T am surprised at the great number of new accounts! ow 
salesmen are opening,” writes one manufacturer. ‘It is true,’’ he con. 
tinues, “that the volume of business is small, but we are certainly glai 
to have these new names on our books, some of which our salesmen 


have been trying to get for years.” 


Why, bless you! there is nothing surprising about this. It is 
the logical result of present conditions. 


The dealer is seldom interested in new lines when his ware- 
house is full, but right now the average dealer is “cleaned up.’”’ Heis 
shopping around. He is investigating other lines and other prices, 
which accounts for the sample “‘opening-wedge” orders being received 
by many manufacturers. 


1 A new account is that of one who has not bought from the firm before; 
shopping around means placing trial orders with several firms rather than 
securing from one firm all the goods needed; short lines are incomplete lines 
or specialties; full lines are complete supplies in any certain branch; “keep 
fences tight”’ signifies to stop leaks — if the merchant buys a few specialties 
from a short line firm, the full line firm loses just that much business and 
the short line firm has made an opening wedge; alibis are excuses, ap- 
parently good, from salesmen; carload buying is used literally or figuratively 
and in either case means a very large order. 
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There never was a time in the history of the industry when 
well-directed advertising — SPECIFIC advertising, not generalities — 
would do the manufacturer more good than right now. 

Manufacturers of “short lines’? have a wonderful opportunity 
to get attention from dealers, and the manufacturers of “full lines” 
find that advertising right now keeps their fences tight. 

What are your plans during the summer months? Do yor 
intend to get some of this new business, or are you accepting alibis 
instead of orders? 

In our thirty-five years of experience in the implement in- 
dustry, we can cite you countless cases where sample orders have later 
developed into carload buying. 

Let’s go! 

Sincerely yours, 


STUDENT’S WORK 
EXERCISE ONE 


Rewrite at least two of the following letters with what- 
ever changes are necessary to make them interesting. Do 
not hesitate to change completely entire sentences when- 
ever you can thereby show improvement: 


LETTER No. 1 
Dear Sir: 
In reply to your kind favor of the 30th ult., I beg to advise that 
the reason I did not send you a check for $250 was that I lost $300 
during July and August. 


Now, I am very anxious to pay said indebtedness and hope to 
be able to do so soon, but I would state that I can’t do so now. At the 
present writing I am selling more goods, however, and will advise you 
in a few days just when I can send you a check covering the said debt. 
If I can’t pay you all of same, I will send check for part. 


Please advise me whether this is satisfactory, and oblige 


Your obedient servant, 
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LETTER No. 2 
Dear Sir: 
In response to your esteemed favor of the 3d inst., I beg to 
state that we are handing you herewith our latest catalog. 


We are glad you are interested in our Standard Corn Sheller, 
and if you will read the catalog and study the same carefully, I am sure 
you will want to buy. There are fifty styles and sizes, from hand- 
power machines to the eight-hole spring or cylinder sheller. Whether 
you wish to use horsepower or tractor, you will find one of said machines 
to suit you. 

If you wish, we will have our Mr. Fox call on you and explain 
the machine in detail. Please advise me by return mail, and I will send 
him out. 


Awaiting your response, I remain 
Yours truly, 


LETTER No. 3 
Gentlemen: 

Your kind favor of recent date duly at hand and contents 
carefully noted, and in response to same would beg to state that we are 
pleased to advise that we are the Cincinnati representatives of the 
Empire Label Weaving Company, of New York. Said company manu- 
factures satin, taffeta, and cotton woven labels. 


We would further state that your orders on labels are solicited, 
and hasten to assure you that prompt attention will be given to your 
inquiries about any of said materials. 

Hoping to hear from you when requiring woven labels of any 
description, we await an early response relative to said matter. We are 


Yours very truly, 
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DAILY DRILL 


Words Incorrectly Used.! In addition to the eighteen 
groups of obsolete or meaningless terms presented on 
pages 41 and 42-45, there follows a list of fifty-six groups of 
words and phrases some of which, correct in themselves, 
are frequently incorrectly used. These seventy-four groups 
of words and phrases are the most commonly misused 
terms in business letter writing. It is vital to your success 
as a letter writer to correct all of these errors that are 
habitual in your individual case. Do not attempt to study 
too many of these groups in a single day. The best plan, 
after mastering those that have already been presented, 
is to divide those that follow into daily drills of six groups 
each, taking one drill a day in connection with each of 
the following chapters until you have mastered the list. 

If you will learn the correct use of the words listed in this 
book and in Deffendall’s Actual Business English, you will, 
in less than two months of easy daily practice, free yourself 
of most of the common errors of speech. This can be done 
most effectively by speaking aloud or murmuring the ccr- 
rect forms, not less than twenty times each. 

1 For the correct use of ability, admission, admittance, advise, affect, 
aggravate, agreeable, already, all ready, all right, almost, angry, anybody, any- 
one, apt, audience, bad, badly, balance, capacity, calculate, communication, 
continual, continuous, council, counsel, discommode, discover, effect, either — or, 
exasperate, expect, except, few, fix, graduate, guess, he, himself, herself, inform, 
implicate, invent, incommode, intend, involve, trritate, itself, lay, learn, less, 
letter, liable, lie, like, likely, mad, mend, most, myself, near, neglect, negligence, 
neither — nor, nice, nowhere, of, off of, ourselves, party, person, principal, 
principle, purpose, propose, real, reckon, relation, relatives, remainder, re- 
spectively, respectfully, rest, rise, set, shall, sit, some, somewhere, someone, 


spectators, statue, statute, suspect, teach, that, themselves, unless, very, which, 
who, will, yourself, and yourselves, see Deffendall’s Actual Business English. 
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Do not say When you mean 
ACCIDENT INJURY 


Do not say “Mr. Smith had a painful accident”’ when you mean 
“Mr. Smith had a painful injury.” The accident may cause the 
injury and the injury may be painful, but the accident cannot be 
said to be painful. 


ACCEPT EXCEPT 

Except means to make an exception of, to exclude; accept means to 
receive willingly. “All departments have completed stock taking 
except the glove department. . . . We cannot accept fifty dollars 
in settlement,” are illustrations of the correct use of these words. 


AIN’T AM NOT, I’M NOT, IS NOT, ISN’T, ARE NOT, AREN’T 
Ain’t is always incorrect. Instead of “They ain’t none” say, 
“There are none, or “There aren’t any.” The other forms given are 
correct. 
AND WHICH AND or WHICH 
“These shoes are made of firm leather and which will give good 
service’? is both awkward and senseless. Say, “‘These shoes are 
made of firm leather avd will give good service” or “These shoes, 
which are made of firm leather, will give good service.” 


ANYPLACE ANYWHERE 
“T could not find golden brown velvet anyplace” should be written 
“T could not find golden brown velvet anywhere.” Anywhere means 


any place, but there is no such word as anyplace. 
The same criticism applies to the use of noplace for nowhere, 


someplace for somewhere. Never say anywheres. 
AS LONG AS INASMUCH AS, SINCE, BECAUSE 


“As long as you are writing Manlove, it will not be necessary for 
me to do so.” What you mean is “Since,” “Inasmuch as,” or “ Be- 
cause you are writing Manlove, it will not be necessary for me to do 


50.” 
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Do not say When you mean 
BLAME ON BLAME 


Do not say, “The manager blamed the error on me,” when you 
mean “The manager blamed me for the error.” 


BUSHEL ; BUSHELS 
YEAR YEARS 

Do not say, “I sold thirty bushel of wheat ten year ago,” when 
you mean “‘I sold thirty bushels of wheat ten years ago.” To form the 
plural of bushel, year, and such words, add s to the singular. 


BUSINESS RIGHT, REASON 
Do not say, “What business have you to ask what I do with my 
money?” Say, ‘What right have you to ask what I do with my 


money?” When used in this sense business is a colloquialism and 
should be avoided. 


CAN MAY 

Can denotes ability or power to do a thing; may involves possi- 
bility. ‘“‘May I drive the car to market?” asks permission of an- 
other person. “Can I drive the car to market?” questions your own 
ability to do so. 


CLAIM DECLARE, ASSERT 

Do not use claim in the sense of declare or assert. Claim means 
to lay claim to or to demand. It is correct to say, ‘“‘The merchant 
claimed damages,” but incorrect to say, “‘The salesman claimed that 
the cloth was all wool.” “The merchant declared (or said) that the 
cloth was all wool” is better. 


DENY THE FACT DENY 
It is incorrect to say deny the fact; for if a thing is a fact, it should 
not be denied. If it is not a fact, say “I deny that, etc.” 


DON’IT ‘ DOESN’T 
Don’t is a contraction of do not; doesn’t, of does not. When moved 
to use don’t, be sure that do not would be correct. ‘He don’t know 
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where to buy flour” is incorrect, as will be immediately apparent 
if you say, ““He do not know where to buy flour.” It should be 
expressed “He doesn’t know where to buy flour.” 


Do not say When you mean 
ELEGANT EXCELLENT, HANDSOME 


Elegant is a term of,approval implying symmetry, grace, refine- 
ment, delicacy. It is correct to refer to an elegant dress, an elegant 
structure, or elegant manners. It is incorrect to apply elegant to 
something which is chiefly characterized by utility or strength. 
“That is an elegant plow” is better expressed as “That is an excellent 


plow.” 


FARTHER FURTHER 

Farther applies to distance; further means additional. ‘How 
much farther must we walk?... What further reason is there for 
waiting? ... Act without further instructions. ... The second 


district is farther east than the seventh,” are sentences that illustrate 
the correct use of these words. 


HAIN’T HAS NOT, HASN’T, HAVE NOT, HAVEN’T 


Do not say, “‘He hain’t balanced yesterday’s accounts,”’ when you 
mean, ‘He has not balanced yesterday’s accounts.” Instead of, 
“The potatoes hain’t been delivered,” say, “The potatoes have not 


(or haven’t) been delivered.” 


HAS GOT HAS 

Got is the past tense of get, meaning fo acquire or to procure. When 
you wish to use a word that denotes mere possessiun, use has or have. 
If three rival salesmen have been struggling for an orcler, it is correct 
for the winner to write his house: “‘I’ve got the Smith order.’”’ How- 
ever, if the order has been removed from the files and -the clerk 
inquires for it, the holder should say, “I have it.” 
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Do not say When you mean 
HADN’T OUGHT OUGHT NOT 
HAD OUGHT OUGHT 


Ought is used principally as an auxiliary or helping verb implying 
moral obligation or dutv. It cannot take an auxiliary and for this 
reason fad cannot be joined with it. 

“He hadn’t ought to have written the letter” should be “He should 
not have written the letter.” ; 


IF WHETHER 

If implies a supposition, a contingency, a possibility. Whether 
relates to facts, known or available. The following sentence illus- 
trates the correct use of these words: “Inquire whether the package 
is at the express office; if the coats arrive we will put them in the 
Saturday sale.” ‘Inquire if the package is at the express office” 
is incorrect. 


IMPLY INFER 

To imply is to suggest a thing without definitely putting it into 
words; to infer is to surmise from facts presented. The speaker 
implies; the listener infers. If James Donovan told you he was 
going to the ball game, it would be correct for you to say, “He 
implied that he would not be in his office at four o’clock,” or “I 
inferred that he would not be in his office at four o’clock.” 


IN BACK OF BEHIND 
‘Che expression in back of is awkward and always incorrect. Do 


not say, “The garage was built im back of the house,” but “The 
garage was built behind the house.” 


IT’S ITS 

It’s is a contraction of it is; its is the possessive of if. ‘‘The man 
held the hatchet by iés handle and said, ‘J#’s too small’” illustrates 
the correct use of the two words. 
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Do not say When you mean 
KIND OF SOMEWHAT, RATHER 


Kind of is correct when you ask, “What kind of plow is that?” 
or when you say, ‘That kind of cloth is too coarse.” It is incorrect 
to say, ‘““He worked kind of hard” when you meap, “He worked 
rather hard.” Do not say, “I am kind of tired,” when you mean, “I 
am somewhat tired.” 


LATEST LAST 


Latest reaches up to the present; Jast, to the end of time. It is 
incorrect to say, “‘The /Jast weather report predicts rain” because 
that would imply that no other weather report would ever be issued. 
Say instead, “The /atest weather report predicts rain.” “The latest 
shipment on the Scruggs order went forward yesterday” is correct 
if other shipments on the same order are to follow. If that ship- 
ment completed the order, it is correct to say, “The /ast shipment, 
ete 


MARKED or EXTRAORDINARY 
MAGNIFICENT REDUCTION { REDUCTION 
Magnificent means glorious, majestic, sublime. A reduction is of 
descending value. The two are a contradiction of terms. It is 
better to say a@ marked reduction, an extraordinary reduction, or an 
unusual reduction. 


MEANT TO HAVE DONE MEANT TO DO 
Always say, “I meant to do,” not “I meant to have done.” 


The same applies to meant to buy (not meant to have bought), in- 
tended to come (not intended to have come) and similar statements. 


NEW BEGINNER BEGINNER 
Could there be an old beginner? Since new is implied in begin, it 

is unnecessary to include it specifically. Instead of saying, ‘‘This 

machinist is a new beginner,” say. “This machinist is a beginner.” 
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Do not say When you mean 
(ANYHOW 
ANYWAY 

NOHOW . NOT AT ALL 
IN NO WAY 


BY NO MEANS 


There is no such word as nohow; it is not given in the dictionary. 
When tempted to use it, see whether one of the above words or 
phrases expresses your meaning and if so use it. Often you will 
find that nohow is superfluous. 


OF . HAVE 
Might of, could of, would of, should of, are all ignorant colloquial- 
isms and very incorrect. “I might of brought apples had I known 
you would buy them,” should be stated “I might have brought apples 
had I known you would buy them.” 
OF (used superfluously) 
In the sentence “Cash with the order will insure of prompt ship- 
ment,” the of is superfluous and incorrect. Omit it. Likewise omit 
it in the expression ‘‘remember of,” ‘‘perceive of,” etc. 


OFF OF OFF 


Of denotes source; off denotes removal, generally from the outside. 
Thus the two terms are contradictory. Omit of in such expressions 
as ‘Cut me a steak off of that quarter,” “The price tag came off of 
the hat.” 


OFF OF FROM 


“He bought a plow off of James Sturgeon” is manifestly impos- 
sible. Say, “He bought a plow from James Sturgeon.” 


ONLY (note position of) 


The meaning of only is well enough understood but the word is 
often misplaced. Do not say, “The book only costs five dollars” 
when you mean, “The book costs only five dollars,” Its position in 
the sentence absolutely alters the sense of what is said, as illustrated 
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in this simple sentence. Note the difference in meaning of “The 
book costs only five dollars. . . . The book costs five dollars only... . 
The only book costs five dollars.” In all cases only should be placed 
nearest the word it modifies. 


Do not say When you mean 
OPEN UP OPEN 


In the sentence, “We opened up a branch in Newark last spring” 
up is superfluous and meaningless. Omit it. (See paragraph on 


up, page 61.) 


OUTSIDE OF IN ADDITION TO, OTHER THAN, BESIDES 


Do not say, “He has no real estate outside of the store on South 
Street,’ but, “He has no real estate other than the store on South 


Street.” 


PARDON ME EXCUSE ME 
Each of these expressions is correct in its proper place. We ask 
to- be excused when our attention is diverted; we ask pardon for an 
offense or blunder. If one steps on a man’s foot, one should say; 
‘Pardon me.” If a telephone call interrupts a conversation, one 
should say to the person to whom he is talking, ‘‘ Excuse me.” 


POSTED INFORMED 


Posted is a colloquialism. It is better to say, ‘‘He is well informed 
on that phase of the subject” than “He is well posted, etc.”’ 


PROMISE ASSURE 
Promise relates to the future. ‘‘We promise you they are excellent 
values” should be ‘‘ We assure you they are excellent values.” 


PROPOSAL PROPOSITION 


Proposal is something offered to be done; proposition is something 
submitted for consideration. ‘‘He made his proposal in writing, but 
the executive board rejected the proposition” illustrates the correct 


use of these words. 
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Do not say When you mean 
RETURNED BACK RETURNED, SENT BACK 

Returned means sent back. The word back is unnecessary in the 
expression returned back. “I returned the necktie back to him” 
should be “I returned the necktie” or “I sent back the necktie.” 
SORT OF SOMEWHAT, RATHER 


The same criticism applies to sort of as to kind of given earlier in 
this list. 
MAGNIFICENT 
HANDSOME 
SPLENDID EXCELLENT 
SKILLFUL 
ADMIRABLE 
Splendid denotes shining, resplendent, and is properly applied 
to things having brilliance. It is incorrect to say a splendid cow 
or a splendid pair of hose. It is correct to say a splendid sun or a 
splendid diamond. Splendid is a good word in its proper place, but 
it should not be overworked. 


SURELY 
ola CERTAINLY 
It is incorrect to say, “Iam sure going.” Say “I surely am going,” 
or, ‘I certainly am going.” An adjective cannot modify a verb. 


THAT THERE) THAT 
THIS HERE | THIS 


“Ts that there the automobile you advertised for sale?” is cor- 
rectly expressed without there. If an article can be referred to as 
“that” it must be “there”; if it can be referred to as ‘‘this” it must 
be “here.” It is therefore incorrect to combine the two words. 


THEN THAN 
Then means at thai time or afterward; than is a term of comparison. 
“He came earlier then I expected”’ should be “He came earlier than 
I expected.” “There is not a better hoe on the market then that” 
should be “There is not a better hoe on the market than that.” 
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Do not say When you mean 
HINK SUPPOSE 
a aS ae 


In the sentence “The bank balance is larger than I thought for,” 
for is superfluous and meaningless. While it is correct to say, ‘The 
bank balance is larger than I thought,” an exact statement would be, 
“The bank balance is larger than I supposed.” 


TILL AS FAR AS 

Till refers to time only and not to distance. ‘I rode with him 
till the courthouse” is incorrect and should be explessed “T rode 
with him as far as the courthouse.” 


TO HOME AT HOME 

You may go fo your home, and arrived there you will be at home. 
“Mr. Smith was not fo home when John detivered his purchases” 
should be ‘“‘Mr. Smith was not at home when John delivered his 
purchases.” 


TWO FIRST FIRST TWO 
THREE FIRST FIRST THREE 

It is incorrect to say, ‘Copy the two first lines,” as obviously there 
can be only one first. Say instead, ‘*Copy the first two lines.” Three 
first, seven first, etc., are incorrect for the same reason. 


UP (used superfluously) 

Up is often unnecessarily used with certain verbs — for example, 
settle up, divide up, write up, start up, end up, open up, finish up, 
close up, etc. Do not say, “He settled up the account by note,” 
“They divided up the profits equally,” “She wrote up the order 
immediately,” etc. Observe that the meaning is quite clear without 


up. 
USED TO COULD USED TO BE ABLE, FORMERLY COULD 


“The house used to could sell more orders” should be expressed 
‘The house used to be able to (or formerly could) sell more orders.” 
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Do not say When you mean 
WAS YOU, YOU WAS WERE YOU, YOU WERE 


You is plural in form and therefore requires a plural verb even 
when it refers to but one. It is never correct to say was you or you 
was. Instead of saying, “Was you going to paint the walls?” say, 
“Were you going to paint the walls?” 


WAYS WAY 

“The goods were located a long ways from their destination.” 
Used in this sense way means distance. If you will substitute distance 
it will be at once apparent to you that the plural form is incorrect. 
Say instead, ‘“‘The goods were located a long way from their destina- 
tion.” 


WHERE THAT 

“He read in the paper where coal is getting cheaper” would be 
correct if the meaning to be conveyed was that he had learned through 
reading the paper the particular spot on earth where coal is gradually 
decreasing in price. However, if the meaning is that through read- 
ing the paper he learned that coal is getting cheaper, then say that, 
and let your sentence be, “He read in the paper hat coal is getting 
cheaper.” 


WHERE AT, WHERE TO WHERE 

Where means to what point or at what point. It is therefore in- 
correct to add either fo or af. Say, “‘Where are the velvets?” or 
“Where are you going?” and not, ‘“‘Where are the velvets ai?” or 
“Where are you going to?” 


WHOLE LOT GREAT DEAL 

Whole lot is a colloquialism which should be avoided. “There is 
a whole lot in knowing where to buy” should be expressed “There is 
a great deal in knowing where to buy.” 


WITHOUT UNLESS 
Without should not be used as a conjunction. It is therefore in- 


correct to say, “The shoes will suit without they are too small.” 
Say, ‘The shoes will suit wless they are too small.” 


CHAPTER SIX 
INQUIRIES AND ANSWERS 


Letters of inquiry are very broad in scope, covering all 
kinds.of inquiries and requests for information. The most 
common ones, however, relate to merchandise. They 
usually inquire about prices or terms, or request further 
information about certain goods. Some, commonly called 
reference letters, ask about the experience, character, and 
reputation of an applicant for a position. Others request 
information about the financial standing of a man or firm. 
These are generally called credit letters. Your attention 
will be directed to reference letters and credit letters in 
iater lessons. 

Outline of the Letter of Inquiry. The letter of inquiry is 
not difficult to outline. Ordinarily you begin with your 
question, leaving explanations to be given last; but when 
the subject falls outside the routine of business, you should 
open with a sentence stating your purpose and follow this 
immediately with the general subject of inquiry. Next give 
your specific questions, arranging them in logical order. 
Do not begin by telling who you are, where you live, or 
what you do. The reader may be interested in these later, 
but first he will be curious to know what you want. 

Qualities of the Letter of Inquiry. A letter of inquiry 


should always be clear and definite. It should. state briefly 
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and precisely what is wanted. Business houses complain 
that it is a common occurrence to receive inquiries so vague 
and so lacking in essential details as to make an answer 
difficult or impossible. In many cases the firm must write 
for further information as to just what is wanted. This 
requires time and extra labor and means an actual loss of 
money. 

Qualities of the Answer. The answer must be written 
promptly. It must be respectful and courteous. It must 
give all the information asked for, in a clear and concise 
manner, in language suited to the inquiry and the inquirer. 

Enclosures. Sometimes the information requested is too . } 
detailed to present clearly in a letter. In such case catalog 
or other printed matter may be enclosed or forwarded 
under separate cover. When this is done, the lettcr should 
call attention to the particular page or paragraph convey- 
ing the required information and may state a few well- 
chosen facts designed to create interest in the article. 

Willingness. Always indicate a willingness to supply 
further information. Make the inquirer feel that it is a 
pleasure to you to serve him in this manner. If his inquiry 
has related to your product, let him know that you appre- 
ciate the opportunity of presenting it for his consideration. 

Paragraphing. In long inquiries where there are several 
questions or groups of questions, clearness requires that 
each question or group be paragraphed separately. 

Inquiries which may lead to sales are of the greatest 
importance. They include all relating to merchandise, 
prices, discounts, etc. Answer them as soon as possible, 
preferably the day they are received. If the writer has 
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asked for a catalog, say you are sending it under separate 
cover. Your answer should not be a lazy letter indicating 
by this fact that you do not care whether you get the in- 
quirer’s trade or not. You must put thought into your 
work. Do not send out a form letter shaped to fit any 
situation but in reality suiting none. 

The following letter, typical of many that are actually 
written by men in business, will show the effect of the lack 
of clearness and definiteness: 


LETTER No. 1 
Gentlemen: 


I am thinking of buying some plows soon and want to know 
prices and discounts on them. I do not know what equipment goes with 
each. Please tell me all about it. 


Hoping to hear from you soon, I am 
Yours truly, 


As correspondent for the Parker Manufacturing Com- 
pany, you received the foregoing letter. Do you know 
what plows were meant? Is there anything to indicate 
that a tractor plow is wanted? Does the writer want a 
riding plow or an old-fashioned walking plow? And as for 
equipment, is there any way whereby you can determine 
what is wanted other than to write him asking whether 
he has reference to a tractor plow or some other kind? 
The letter is so indefinite that unless you get further in- 
formation, you will have to mention all the different makes 
of plows your company produces. This would entail a 
great deal of work, and you decide to write for additional 
facts. You must be careful to use all the tact and good 
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judgment at your command, for there is nothing easier 
than to use language implying that your correspondent is 
at fault. Rather than tell him that he failed to express 
himself clearly, assume the blame yourself in language 
such as We are not sure that we understand your first question, 
Kes 

This is the way in which the Parker Manufacturing 
Company actually handled the matter: 


LETTER No. 2 
Dear Sir: 


We have received your letter of March 8 inquiring about 
prices and discounts on our plows, and thank you for your inquiry. 


However, we are not sure that we understand just the kind of 
plow you have in mind. As you perhaps know, we manufacture many 
different kinds and sizes. Are you interested in a tractor plow or in 
an ordinary riding plow, or do you refer to a walking plow? 


For your convenience we are sending you under separate 
cover our latest catalog, which tells all about the various kinds of 
plows we manufacture. As soon as we hear from you, stating just what 
you want, we shall be glad to furnish you further information. 


Yours very truly, 


PARKER MANUFACTURING CO. 
by 


Another letter received by the Parker Manufacturing 
Company on the same subject appears on page 67. 
Note that it expresses the writer’s wants clearly and 
definitely. It states that prices and discounts are wanted 
on particular kinds and sizes of plows. It also asks what 
standard equipment for each plow includes. It is so well 
written that the company can answer it without delay. 
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LETTER No. 3 
Gentlemen: 


Please send me prices and discounts on the following plows? 


Parker Three-Bottom Tractor Plows 
(12, 14, and 16 inch) 

Parker Two-Bottom Tractor Plows 
(12, 14, and 16 inch) 

Parker One-Bottom Tractor Plow 
(16 inch) 


Also please state what standard equipment for each includes. 
I am planning to add a line of tractor plows in the next few 


weeks to meet the wants of progressive farmers in my neighborhood, 
and I shall appreciate an early reply. 


Yours truly, 


Here is a case where sales depend upon the quality of the 
answer. Note how the Parker Manufacturing Company 
replied: 

LETTER NO. 4 
Dear Sir: 


We are pleased to learn from your letter of March 18 that you 
are interested in Parker Tractor Plows. 


In the Parker Tractor Plows you find a quality of workmanship 
backed by thirty years of plow making, combined with a design which 
leads in improvements and keeps pace with the development of power 
farming. 


Parker service is built into the plow itself and does not depens 
upon the skill of the operator. 


The Parker Tractor Plow is convenient and easy to handle, 
enters readily and holds its depth in hard ground, does all a plow can 
be expected to do, and brings out the best in your tractor. 
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‘Standard equipment includes combination roiling coulters 
and jointers, hitch shifter, and automatic spring release attachment on 
hitch. 


As you will note from our catalog, the prices on our three- 
bottom plows (12, 14, and 16 inch) range from $160 to $175; on our 
two-bottom plows, from $130 to $140; and on our one-bottom (16 inch), 
$125. These prices are subject to a discount of ten per cent if paid 
within sixty days. 


The enclosed order blank is for your convenience. Jot down 
the plows you want and send it along to us. Your order will be given 
prompt attention. 


Yours truly, 


PARKER MANUFACTURING CO., 
by 


INSTRUCTIONS 


For five chapters you will act as correspondent for The 
Parker Manufacturing Company, Chicago, Illinois, a 
firm producing and selling farm machinery. The letters 
you will study are very simple in content and structure. 
You will answer inquiries, request information, and acknowl- 
edge receipt of orders, etc. 

In every case the facts or questions upon which your 
letter must be based will be given you. Your duty will be 
to write simply, courteously, and accurately, presenting 
the facts or asking the questions in the correct form and 
in language that cannot possibly be misunderstood. Note 
carefully the essential qualities of each type as presented 
in the discussion and study each model letter. 

Your company does not send printed or multigraphed 
acknowledgments, nor does it use form letters or para- 
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graphs. It prefers that all letters be individually dictated 
and typed, in order that each may have a personal touch. 


STUDENT’S WORK 


As correspondent for the Parker Manufacturing Com- 
pany, write letters of inquiry and answers as required by 
the following: 

Letrer No. 1. Answer the following letter of inquiry 
asking for prices and discounts on hay rakes. Note that 
the writer failed to state the kind and quantity wanted. 
Your company manufactures several different kinds. 
Write for further information, suggesting the Parker Ideal 
Rake. Mention the catalog you are enclosing. Be careful 
not to suggest that he has been careless or stupid. Be- 
fore beginning to write turn to letter No. 2, page 66, and 
note how a similar situation is handled. 


1018 Blank Street, 
Vincennes, Indiana, 
March 4, 19—. 


Parker Manufacturing Co., 
Chicago, Illinois. 
Gentlemen: 


Please send us prices and discounts on your hay rakes. 


We are handling farm implements and wish to add hay 
rakes to our line for the farmers in this community. 


Yours truly, 


HAMILTON & JONES, 
by J. H.S. 
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Letter No. 2. Answer the following letter of inquiry: 


Poplar Bluff, Missouri, 
March 20, 19—. 
Parker Manufacturing Co., 


Chicago, Ill. 
Gentlemen: 


We are interested in adding a line of hay presses for the 
local trade and understand that Parker Champion Hay Presses are all 
solid steel-belt power presses. Is this correct? Are they regularly 
equipped with friction clutch pulleys? 


We want a medium weight press to make bales weighing 
sixty to eighty pounds. It must be easy to transport over poor roads. 


Please give us further information about your presses, 
mentioning prices and discounts. 


Yours truly, 
THE BECKER IMPLEMENT CO. 


In your reply, to the foregoing letter, state that the 
Parker Champion Hay Press is of medium weight and easy 
to transport over poor roads. Mention that it is popular 
for windrow baling. Emphasize its durability and strength, 
pointing out that it is a solid steel-belt power press equipped 
with friction clutch pulley. Also say that it has a clutch 
level at the table, giving the operator complete control 
over the machine. Your price for the medium weight 
press is $495 subject to a discount of ten per cent if paid 
within sixty days. 

Letter No. 3. Your company has decided to replace 
the old typewriter on your desk with a new one. Write a 
letter to the Remington Typewriter Company, Chicago, 
Illinois, asking for exchange price on the old machine. 
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SUPPLEMENTARY EXERCISES 


LETTER No. 4. Your company placed an order with the 
Dennison Manufacturing Company, Framingham, Massa- 
chusetts, for a quantity of shipping tags. Two weeks have 
passed and the goods have not been received. Write the 
company a letter asking them to name a date for shipment. 

LeTTER No. 5. Your company wishes to purchase a 
quantity of paper towels. Write the company named in 
No. 4, asking for the address of their local dealer. 


CHAPTER SEVEN 
REQUESTS AND ANSWERS 


Qualities of the Letter of Request. Letters of request 
are often classed with inquiries, but for the sake of clearness 
should be treated separately. Most requests for favors, 
except those asking for catalogs, fall outside the regular 
routine of business. 

In preparing such letters you should open with a state- 
ment giving the general nature of your request, then 
present your specific wants or questions, arranging them in 
logical order. Do not begin by telling who you are and 
what your business is. The reader will probably be inter- 
ested in these things later, but at first he wishes to know 
what you want. After you have made known the general 
nature of your request and followed it with the necessary 
details, you may state more fully the purpose of your 
inquiry and add whatever personal facts about yourself 
that you believe will help you to secure the favor you ask. 

On Asking Favors. If you believe the reader will be in- 
clined not to grant your request, you should plan your 
letter to overcome his objection. A rule for this cannot be 
given, since the method must depend upon the nature of the 
request and the probable cause of its refusal. If the matter 
is personal, offer to treat the information given as con- 
fidential. When asking for permission to quote from a 


printed article or book, to use sample letters, or for similar 
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favors, you should assure the person addressed that proper 
credit will be given. Sometimes it is effective to refer to 
similar courtesies extended by other persons or firms. 

Sincerity. In your efforts to secure a favor, avoid the 
use of flattery. Even the best concealed attempts lack 
sincerity and the trick can be discovered easily. Never 
assume a servile attitude. Be sure that your request is 
reasonable in matter and courteous in form, and then 
proceed confidently, fortified by the knowledge that business 
houses follow the law of service, freely interchanging ideas 
and information for the general good of the business world. 

Appreciation. Conclude your letter with a brief state- 
ment of appreciation, and be careful to avoid such worn- 
out expressions as Thanking you in advance, Hoping to 
hear from you soon, etc. 

Avoid negative expressions — such as Jf you have no 
time to answer, it will be all right, but, etc. 

Getting the Reader’s Point of View. When writing a 
letter requesting a favor, always get the reader’s point of 
view. Will it mean anything to him to answer? Could you 
secure the information or favor from other sources — for 
example, from a department of information maintained by 
a large newspaper, magazine, or other organization? If so, 
you should call upon the latter. 

Enclosing postage stamps does not obligate the reader to 
answer, though a self-addressed stamped envelope may 
make it convenient for him to do so, and should be enclosed 
when the answer benefits you alone. If the inquiry is one 
that may lead to business relations through which he will 
profit, postage need not be enclosed. 
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Qualities of the Answer. Letters answering requests are 
of two kinds—those granting the favor and those refusing it. 

When you decide to grant a request, do it cheerfully and 
willingly. _ 

When you refuse, do it courteously but positively, giving 
a reason that cannot lead to debate. You may say that 
it is the general policy of your house not to grant favors of 
the kind requested. Let your refusal be impersonal in tone 
and thereby avoid possibility of offense. 

The following shows the qualities of the letter of request: 

LETTER No. 1 
Dayton, Ohio, 


December 4, 19—. 
Parker Manufacturing Co., : 


Chicago, Ill. 
Gentlemen: 


We are planning to open a class in salesmanship for our 
employees and wish to secure the following information: 

1. What is the nature of your course? 

2. How often does your class meet? 

3. Do you employ a teacher or bring in persons from the 

outside to lecture on the subject? 

4. What book on the subject of salesmanship do you recom- 

mend for class use? 

5. What in your opinion has been the effect of this kind of 

work on the success of your salesmen? 

We are endeavoring to increase the efficiency of the men 
in the Sales Department and are turning to a number of large firms who 
have already provided training classes. Yesterday we received valu- 
able suggestions from Casper & Jones, The White Dry Goods Company 
and other important firms. : 

Any help you may give us will be appreciated. 

Yours truly, 


HAMMOND & COMPANY. 
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Then study the reply of the Parker Manufacturing Com- 
pany and note the spirit in which they granted the request: 


LETTER NO. 2 


PARKER MANUFACTURING COMPANY 
MANUFACTURERS OF FARM IMPLEMENTS 


WABASH AND WASHINGTON STs. 
Cuicaco, ILtrnors 


Dec. 5, 19—. 
Hammond & Co., ; 
Dayton, Ohio. 


Gentlemen: 


We are pleased to furnish you the information 
asked in your letter of December 4. 

The course we are giving the members of our 
Sales Department consists of twenty-four lessons in the 
theory and practice of selling. 

Our class meets once a week, and we have em- 
ployed an experienced salesman and teacher to give the 
work. As for textbooks, we are using several, but find Read’s 
Salesmanshifp and Knox’s Salesmanship and Business 
Efficiency best adapted to our purpose. 

Our class has completed its twelfth lesson and 
it is now possible to speak definitely of the effect of the work 
on the success of our salesmen. There is no doubt that this 
course of study has stimulated interest in selling and helped 
our men to go about their work more intelligently. Our 
records show that sales have steadily increased during the 
last two months. We do not hesitate to recommend this 
kind of work to any firm hoping to build up an efficient sales 
force. 

We hope this information will be helpful to you 
in planning your course in salesmanship. 


Yours truly, 
PARKER MANUFACTURING CO., 
by 
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The following request was received by the Parker 
Manufacturing Company. Study it carefully and deter- 
mine wherein it conforms to the principles governing such 
letters and wherein it fails. Observe that it is so abrupt as 
to border upon demand. 


LETTER No. 3 


o11 Bond Street, 
Peoria, Illinois, 
Jan. 4, 19 —. 


Parker Manufacturing Co., 
Chicago, Illinois. 


Gentlemen: 


I am teaching several classes in business English and 
correspondence and should like to use actual business letters in the 
classroom. I am therefore writing to you to send me a bundle of dis- 
carded correspondence for this purpose. 


If possible I should like to secure samples of the following 
types of letters: 


Letters of inquiry and answers 
Order letters and acknowledgments 
Complaints or claims 

Letters of adjustment 

Collection letters 

Sales letters 


In the past I have been favored by such companies as 
Marshall Field & Company, and Sears, Roebuck & Company. 


I shall greatly appreciate it if you will send me samples of 
the foregoing letters. 


Yours truly, 
JAMES E. MITCHELL. 
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Compare the company’s courteous refusal, properly 
softened by explanation: 


LETTER No. 4 


an. IQg—. 
Mr. James E. Mitchell, enue 


o11 Bond Street, 
Peoria, Illinois. 
Dear Sir: 


We have considered very carefully your letter of January 4, 
requesting a bundle of discarded correspondence to be used in your 
English classes. . 


Indeed we are very sorry that we cannot comply with your 
request, but our correspondence is so essentially personal that our 
board of directors has forbidden us to give out letters from our files. 


Our inability to codperate with you is a matter of real regret. 
Yours truly, 
PARKER MANUFACTURING CO. 


STUDENT’S WORK 


_ Letrer No. 1. As James E. Mitchell redraft Letter 
No. 3 of this chapter. 

As correspondent for the Parker Manufacturing Com- 
pany, write the following letters: 

LETTER No. 2. Answer the request on page 78 for catalogs 
of farm machinery. You will of course grant the favor, as 
it will help the young man and his school, also afford your 
company a chance for good advertising. Should Mr. 
Stanley have enclosed postage? 

Grant the request cheerfully and willingly and make 
the language of your letter express this spirit unmistakably. 
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Owaneco, Illinois, 
March 7, 19—. 


Parker Manufacturing Co. 
Chicago, Illinois. 


Gentlemen: 


During the month of March we are studying Farm Machin- 
ery in connection with our course in agriculture. We wish to supple- 
ment our texts with the catalogs of firms manufacturing modern farm 
implements so that we may become familiar with the latest improved 
machinery through the pictures and descriptions of them. Will you 
please send us your catalogs of farm implements, particularly those 
describing tractors, tractor plows, hay presses, harrows, drills, and corn 
planters? Our class numbers fifteen. 


I shall appreciate any help you may give me. 


Yours truly, 
DAVID STANLEY. 


LETTER No. 3. Your company has been using the Marl- 
borough Typewriter for a number of years, but has de- 
cided to change. The Blank Implement Company of 
Chicago has lately equipped its offices with the Locksley. 
Write them requesting their opinion of the value and 
advantages of it. 

Before beginning to write, review what is said of the 
qualities of the letter of request at the beginning of this 
chapter. The following outline may prove helpful 
to you: 


1. Statement of your request 
2. Necessary explanations 
3. Statement of appreciation 
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SUPPLEMENTARY EXERCISES 


LETTER No. 4. Answer the following letter refusing the 
request for sample letters: 


North Vernon, Indiana, 
Nov. 20, 19—. 
Parker Manufacturing Co., 
Chicago, Illinois. 
Gentlemen: 


I am preparing a book on the subject of business corre- 
spondence and wish to use sample letters obtained from large firms as 
the basis of my discussions. Will you please send me a set of sales 
letters which you have found particularly successful? Any comments 
on the letters will be appreciated. 


When making use of your correspondence, I shall of course 
give you credit in the customary way. 


Any help you may be able to give me will be gratefully 
received. 


Yours truly, 
FRANKLIN DAMES. 


LETTER No. 5. Write the First National Bank, Lake 
Village, Arkansas requesting them to give you an opinion 
as to whether the Parker Manufacturing Company would 
be justified in trying to secure a local dealer for their farm 
implements in that locality. State that if there are already 
two local dealers handling the goods of other companies, 
you do not wish to undertake the work. Inquire whether 
a new firm would probably succeed. 


CHAPTER EIGHT 
LETTERS ORDERING GOODS 


How to Write an Order Letter. You will not find it 
difficult to write an order letter, but to avoid trouble and 
delay you must be careful to state precisely what you want. 
Always give every detail of information that would enable 
even the most inexperienced person to fill the order. When 
you are furnished with a blank with space for all essential 
details, an accompanying letter will be unnecessary. 

A typical order blank is to be found on page 81, though 
there are many sizes in use and the amount of printing on 
them varies greatly. Note very carefully the several SE 
ent items f information indicated. 

The item ‘sking for the shipping point is important be- 
cause the place to which the goods should be sent may differ 
from the name of the customer’s post office. This is par- 
ticularly true when the order comes from a village where 
there is no railroad. Also the item asking how the goods 
should be shipped is of considerable consequence because 
sometimes the nearest express office is several miles from 
the place where the customer lives. Then, too, there is a 
noticeable difference in the expense of carriage — freight 
rates are generally lower than express rates. 

But occasionally you may not have an order blank and 


must therefore use the customary sheet of commercial 
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2-21 


0 RDER Please read tho Rules in Catalogue before ordering, and save all misunderstandin 
ORDER BLANK More Order Blanks will be sent upon request. Write letters on a sey sheet 


Dateai tht Sorder eek tot BAUS so 4. Ss, 192 
THE PARKER MANUFACTURING COMPANY 


WABASH & WASHINGTON STS., CHICAGO, ILLINOIS 
PLEASE SEND TO 


IEC TA haga aN ea RR fon tnd Ale Soe a A a eine Ei oe a 
Write Name Plainly. 
LES HON ates nies A ES SED INO Se eee BOX meer 
ANGI wes S DEMESES, 105 ot Dae ST 2 Seta DE ate SOUL Y Pit oe Ih ee 
SAT tN aT Oe ee ts ee EEE SE EL OR ree ee ee 
If different from Post Office. 
FREIGHT EXPRESS : MAIL 
RETOUR L ONCE SISO ere eee a ee ee 


Make a Mark under Heading Selected. 


Pe ee Death oe Cec | 

State how much cash you enclose. = Post Office Order__._. - 

In ordering goods to be sent by mail, Express Money Order... |__| 
allow money for postage. 2 Currency —...... 

If you have no account with us,don’tfail | SaaS “Ses ee 
to give references when wanting credit, = Postage Stamps -_ --- 
as it will save delay in shipment. = ihe (eee eee oe eee 

QUANTITY DESCRIPTION OF GOODS PRICE 


Cash Discount will not be allowed unless money accompanies order. 


Stary SE oh ea ee A ee ar Ene 
é All Orders Must be Signed 
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letter paper. If you will observe the following directions, 
you will be able to write a clear and precise order for goods: 

1. Arrangement of Order. Set off the goods in tabulated 
form from the rest of the letter and whenever desirable 
give the price of each article and the total on the right-hand 
side. Capitalize at least the trade name of each article —- 
for example, Star cylinder oil — and use figures instead of 
words to express quantity. Give size, color, and serial 
number and price of each article. If you do not have all 
this information, be as definite as you can. 

2. Specify Manner of Shipment. Always state whether 
shipment should be made by mail, express, or freight. If 
the destination is to be different from the address from 
which you write, make this fact clear. Specify the date of 
delivery wanted, as immediate, within ten days, April 1, etc. 

3. Catalog Page. To prevent the possibility of error 
refer to the catalog by date or number and page. Use the 
latest book available. 

4. Order Number. Business men usually give each order 
a number for purposes of easy reference. If your company 
follows this custom, place the number just above the ad- 
dress of the person or firm to whom you are writing. The 
receiver may also give the order a number, different of 
course from yours. 

5. Remittance. If you enclose a remittance, mention it 
in the first sentence or paragraph, and in the lower left- 
hand corner place the abbreviation Enc. Although money 
may be sent by registered letter, postal money order, 
express money order, draft, certified check, cashier’s check, 
or certificate of deposit, you will find that in most cases 
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payment is made by check. Stamps will usually be accepted 
in payment of amounts not exceeding one dollar. 

6. C.O.D. or f.o.b. Two abbreviations are commonly 
used in order letters —C.O.D. and f.0.b. C.O.D. is the 
abbreviation for collect on delivery. The abbreviation f.o.b. 
means free on board. This expression indicates that the 
seller places the goods in transit for the price named, 
charges of transportation and risk to be assumed by the 
buyer. On a C.O.D. shipment the purchaser must pay all 
charges before he receives the goods. On an f.0.b. ship- 
ment he merely agrees to pay the transportation charges. 

The following letter shows how an order for goods should 
be written: 


LETTER No. 1 


Leadwood, Missouri, 
July 23, 1923. 
The Parker Manufacturing Co., 


Chicago, 
illinois. 


Gentlemen: 


Please send us by return freight ! the following implements: 


3 Giant 10-20 tractors 
2 Parker power-lift tractor disc plows, 
4-furrow size 
4 Banner cultivators, No. E 11, 
bammock seat 
to Parker fertilizer corn drills, 
with runner and concave wheel. 


Yours very truly, 


: Return freight signifies the first freight out after receipt of the letter. 
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STUDENT’S WORK 


As correspondent for the Parker Manufacturing Com- 
pany, write the following order letters: 

LETTER No. 1. The supply of plows, harrows, and corn 
planters in your sample room has become almost exhausted. 
Write your factory at Moline, Illinois, asking them to ship 
to you by fast freight ' the following implements: 10 No. 5 
Monarch power-lift tractor plows, each having three 
14-inch bottoms; 5 Parker disc harrows, No. 45; and 8 Ex- 
celsior corn planters, Model A. Mr. H. A. Ennes is super- 
intendent of the factory. 

LeTtTeR No. 2. Using exercise paper, order a Remington 
typewriter, Model No. 12, for your desk. . 
LETTER No. 3. Write to Funk & Wagnalls Company, 
354-360 Fourth Avenue, New York, N. Y., ordering 3 copies 
of The Desk Standard Dictionary for use in the company’s 
office. The price in cloth binding is $2.00; cloth with 
thumb-notch index, $2.25; half leather with index, $2.75; 

limp morocco with thumb-notch index, $6.00. 

LETTER No. 4. Write the Hampshire Paper Company, 
South Hadley Falls, Massachusetts, ordering the following: 
20 reams 17 X 38, 36-lb. Old Hampshire Bond and 25 reams 
85 x 11 White Laid Mimeograph. Ask that the goods he 
shipped by freight. 


1 Fast freight distinguished from local freight. The first is shipped on a 
through train which stops only at large stations. The second stops at ail 
points and is frequently side-tracked to allow the passage of the first. 
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SUPPLEMENTARY EXERCISES 
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LETTER No. 5. Using exercise paper, order the follow- 
ing filing equipment from the Library Bureau Systems, 
214 W. Monroe Street, Chicago, Illinois for your company: 


QUANTITY Cat. No. 


I 8010 
2 8080 
I 

I000 © 501-R-20 


ARTICLE WANTED 


4-Drawer Oak Correspondence 
File 

Ends for above 

Twenty-division L. B. Rats. 
matic Filing System com- 
plete 

Individual Folders 


PRICE 


$48.00 
10,00 


25.00 
15.50 


LETTER No. 6. Using exercise paper, order the following 
supplies from the Library Bureau Systems, 214 W. Mon- 
roe Street, Chicago, Illinois: 


QUANTITY Cat. No. 
500 778 
2000 0501-R-20 


ARTICLE WANTED 
Guide Cards 
Individual Folders 


CHAPTER NINE 
ACKNOWLEDGING ORDERS : 


Most business houses acknowledge promptly every order 
received. Some do not do so when shipment can be made 
within a day or two. In such cases the bill of lading or 
invoice serves as an acknowledgment. 

Post Card Acknowledgments. Orders may be acknowl- 
edged either by post card or by letter. Many houses use 
a printed post card or other form. Such forms have blank 
spaces where data identifying the order can be inserted. 
The printed matter varies somewhat, but the following 
will convey a good general idea of their nature. 


Gentlemen: 


We thank you for your order of...... fODscaetae 
which has been given careful attention. Ship- 
ment will be made about 


Yours truly, 


In the first blank is inserted date of the order, as 
June 1, class of merchandise ordered, as tractor plows, 
or anything else distinguishing it. In the second blank is 
placed the probable date of shipment. 

Situations Requiring a Letter. Though the printed 
forms may sometimes be used to advantage, it is con- 


sidered better business policy to acknowledge every order 
86 
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by letter. However convenient a post card form may be, 
it is better to use a letter in the following cases: 


First orders 

Important orders 

Orders of a private nature 

Orders that can be filled only in part 
Orders not containing required remittance 
Shipment impossible or delayed 

Orders not clear and definite 


Qualities of the Letter of Acknowledgment. The body 
of the letter should contain an expression of thanks for the 
order and a reference to its date or number. If remittance 
accompanies the order its receipt should always be men- 
tioned. The exact or the approximate shipping date 
should be specified. It is usual to solicit further trade and 
in view of the fact that every letter should be a sales letter, 
many houses add a paragraph announcing a future sale, 
calling attention to a special line of goods, or mentioning 
special printed matter enclosed with the acknowledgment. 

The following examples show the general character of the 
letter of acknowledgment: 


TAKERS DH 


LETTER NO. 1 


Dear Sir: 


Thank you for your order No. 112. The goods will be shipped 
tomorrow by fast freight and we hope will reach Leadwood in good 
condition. We are sure these implements will give complete satisfac- 
tion and look forward to your early reorder.} 


Yours truly, 


1 Reorder: order for another shipment of the same goods. 
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LETTER No. 2 
Gentlemen: 


Accept our thanks for your order of July 9, which we have 
registered under invoice number 1287. Should you have occasion to 
write regarding the order please refer to it by this number. 


The goods will be prepared for shipment immediately and 
should go forward not later than the 11th — all but the corn planters, 
which are temporarily out of stock. However, we have written our 
factory to ship them to you direct at the earliest possible date and you 
should have them within two weeks. 


We are sure you will find these goods satisfactory and shall 
be pleased to give your future orders prompt attention. 


Under separate cover we are sending you a booklet de- 
scribing our new Giant 10-20 tractor which we are now offering at the 
extremely low price of $900. This machine carries a written guarantee, 
both as to material and workmanship. We hope that you will decide 
to handle it in your community. 


Yours very truly, 


The letter of acknowledgment, if written in courteous 
and appreciative language, does much to build good will, 
which in turn brings increased business. 

First orders should be acknowledged by a letter which 
expresses welcome and shows genuine appreciation. When 
the credit of the new customer must be investigated, a 
paragraph should be added courteously asking for refer- 
ences, preferably the names of firms who have sold him. 
Note the brief letter on page 89, expressing appreciation 
of the first order. The second paragraph contains a clever 
personal touch in the sentence referring to the company’s 
salesman and his opinion of the customer’s store. 
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LETTER No. 3 
Dear Sir: 


Your order of June 12 reached us this morning and the goods 
went forward by Wabash freight today. We hope they will reach you 
in first class condition and without delay. 


We thank you for this first order and wish to express our 
pleasure that you have opened an account with us. Mr. Albert Morgan, 
our salesman in your territory, has frequently spoken highly of your 
store and will be gratified to learn that you have sent us an initial order. 
We hope it will lead to pleasant and permanent business relations. 


Yours truly, 


Important orders are always worth the time and atten- 
tion required to acknowledge them, and tLose of a private 
nature should never be acknowledged with a post card 
form. 

Partial Shipments. Frequently orders can be filled only 
in part. This may be due to the fact that some of the 
articles wanted are out of stock or that the line has been 
discontinued. Sometimes similar goods can be substituted, 
but generally it is better to write for permission to hold 
the order until it can be filled. If a line of goods has been 
discontinued, it is well to explain why and to suggest a 
desirable substitute. 

Some houses make it a rule to supply whatever part of 
the order they can and forward immediately. The ship- 
ment is accompanied by a letter saying when the other 
goods can be furnished and explaining the cause of delay. 
Ordinarily this is the best way, but there may be times 
when good judgment will require that money enclosed with 
the order should be refunded at once. 
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The following letter shows how an acknowledgment 
should be written when the order can be filled only in part: 


LETTER No. 4 
Dear Sir: 


Accept our thanks for your order of July 7. The plows arid 
harrows are being shipped today but we regret that we cannot include 
the corn planters, as our supply is temporarily exhausted. We have 
wired our factory to provide them as quickly as possible and ship direct 
to you. You should receive them not later than the first of next week. 


Naturally we are sorry for this delay and hope that it will not 
cause you great inconvenience. 


Yours truly, 


Letters acknowledging orders not containing required 
remittance will be treated in Chapter Fifteen, page 152. 

Delayed Shipment. When the delay on an order is oc- 
casioned by the railroad or express company, a letter 
stating this fact and offering to send the goods as soon as 
possible should be written. Congestion may be due to a 
strike or an unusual volume of freight. 

Indefinite Order. As you have learned in a previous 
lesson, orders which are not clear and definite require a 
letter asking for further information. The difficulty may 
arise from various causes. Sometimes the customer has 
used an old catalog which the firm has discarded, or if he 
has used the right one, has misread it. In either case the 
customer must revise his order. Generally an ‘order is 
not clear from the lack of such details as size, color, num- 
ber, etc. In this case you must write for further informa- 
tion, but should be careful not to offend by reflecting upon 
the customer’s intelligence. 
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The following letter shows how the difficulty can be met 
without giving offense: 


Letter No. 5 
Gentlemen: 


We were pleased to receive your order of May 14, but as 
we wish to be sure of filling it to your entire satisfaction, we ask that 
you furnish us with a little information regarding the implements you 
desire. 


The Banner Cultivator No. E 11, straddle seat, is the kind 
which we sell to most of our customers. The price is sixty-five dollars. 
Perhaps this would suit you. We enclose a descriptive list of our stock 
of cultivators and would be pleased to have you check on it the kind 
you want. 


Please state also the number of bottoms required for the 
tractor plows and the price you wish to pay for them. And while you are 
writing, if you will let us have a fuller description of the other articles, 
it will enable us to select them for you to as good advantage as though 
you were here and could make your own choice. 


We shall be pleased to have you write us fully so that 
complete satisfaction may be assured. 


Yours very truly, 


Refusing an Order. Desirable as it may be to satisfy 
every customer and fill all orders received, your company 
must sometimes actually turn down! business. This 
course may be necessary for any one of several reasons — 
such as, facilities overtaxed, supplies exhausted, order 
received too late, number of orders unusually large, bad 
credit of customer, etc. In such cases your letter should 
show appreciation, present a sufficient explanation, and 


1 Tugn down is a trade term signifying to refuse. 
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express a desire to serve further when conditions have 
changed. The following letters will prove suggestive: 


LETTER NO. 6 
Dear Sir: 
We thank you for remembering us in connection with the 
requirements outlined in your letter of May 4. 


However, our facilities are so overtaxed at present because of 
an unprecedented amount of work and the difficulty of getting raw 
materials, that we are declining all orders. 


As soon as we can make perceptible inroads upon our present 
oversold condition we hope to be given another opportunity to do 
business with you. 


In the meantime we trust you will have no difficulty in finding 
some.other source of supply. When our situation changes for the better, 
we shall have our Mr. Smith call upon you, as we value your business 
and should like to number you among our customers. 


Yours very truly, 


LETTER No. 7 
Gentlemen: 

Your order of June 1 for tractors is appreciated, but much 
to our regret we are unable to fill it this year. Tractor orders have 
come to us in such volume that we now have all we can possibly fill 
and the earliest delivery we could give you would be about February 1. 
This situation prevails notwithstanding we have increased our manu- 
facturing facilities enormously and our output is more than twice what 
it was a year ago. 


We are indeed sorry that we cannot fill your order, particu- 
larly since we have supplied your wants in the past and feel that you 
may be relying upon us. Other manufacturers, we understand, are in 
similar straits, but we hope you will find one able to supply you so that 
you may not be inconvenienced by our temporary inability to serve 
you. We suggest that you try the Whitwell Company, the Schotten 
Company, and the Morganside Company. If we can help you by wiring 
them in your behalf, we shall be glad to do so. 


Yours very truly, 
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STUDENT’S WORK 


As correspondent for the Parker Manufacturing Com- 
pany, write letters of acknowledgment in each of the 
following cases: 

Lerrer No. 1. Write a letter acknowledging the order 
on page 94. You can send all but the cultivators, which 
are temporarily out of stock. These you will be able to 
supply within about ten days or two weeks. 

LETTER No. 2. Fulton & Wise, Princeton, Indiana, have 
sent in a large order for farm implements which they wish 
to retail. They have never done any business with your 
house and are not listed in Dunn’s or Bradstreet’s. How- 
ever, they have previously bought small orders from the 
International Harvester Company of Chicago. You must 
investigate their credit standing by writing to that com- 
pany. 

LETTER No. 3. Write a letter acknowledging the order 
on page g5. You do not know exactly the kind of hay 
rakes wanted, but you think probably the Excelsior No. 38. 
You are not certain what kind of plows are wanted, but 
presume the Parker tractor plow. There is nothing to 
indicate size or number of bottoms. Ask for further infor- 
mation, keeping in mind the model previously given. . 


SUPPLEMENTARY EXERCISE 

Letter No. 4. Acknowledge the order given on page 96. 

On account of a strike of freight handlers you will be un- 

able to send the goods for several days. The customer en- 

closed check for $366, failing to deduct 2% discount. 
Notify him of the error, and remit the discount. 
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2-21 
Please read the Rules in Catalogue before ordering, and save al! misunderstandings. 
ORDER BLANK More Order Blanks will be sent upon request. Write letters on a separate sheet. 


Date of this Order March 10, 1924 


THE PARKER MANUFACTURING COMPANY 
WABASH & WASHINGTON STS., CHICAGO, ILLINOIS 
PLEASE SEND TO 
Name _.The Baughman Implement Co, 


Write Name Plainly. 


Post Office. Taylorville RD) NG od Bor sam 
State... LILINOLS 2 cos ae Rey County Christian 
Shipping Pont 2. 212. 22 eo ee ee ee ee 


If different from Post Office. 


FREIGHT EXPRESS MAIL 

FLOW ULOUDE DS IUP DCC Oates he eee ee a ee eee 
Make a Mark under Heading Selected. 

Never send money by open mail. It Draftior Check... == Sas 


is not safe. 
State how much cash you enclose. Post Office Order______. 
Express Money Order._.....|_._. 


In ordering goods to be sent by mail, 


Kind of CASH Enclosed: 


allow money for postage. 

If you have no account with us, don’t fail hail dpaie Al eeaeeeeseeeeremeemed eeemeeed eee - 
to give references when wanting credit, Postage Stamps - - 
as it will save delay in shipment. Total eee So). ee |. 

QUANTITY DESCRIPTION OF GOODS PRICE 

4 Parker disc plows, No. 45, 


a 6 _|Banner cultivators, No.E 11 || | 
__.8.__| Parker fertilizer corn drills, 
Nes ee with runner and concave 
fe Jt oe whee | cscaet tas ee ne 


Wwemewerena cnc cenannenesnenecnnenensenenmennss conc nenes uebegeensnesasacesesecuaeucnceacedaun 
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Please read the Rules in Catalogue before ordering, and save all misunderstandings. 
ORDER BLANK More Order Blanks will be sent upon request. Write letters on a separate sheet. 


Date of this Order Feb. 27, 1924 


THE PARKER MANUFACTURING COMPANY 
WABASH & WASHINGTON STS., CHICAGO, ILLINOIS 
PLEASE SEND TO 
Name __The Johnson Farm Machinery Co. 
“Write Name Plainly. 


Post Office Oskaloosa Re SIN Of, aoe Bon eee 


YT) 70 Relies lee w TOW eT. eo  Couniy 
Shipping Point. Same 


a ia a sn a en eee an a os Scns ee ee tee eesemesaecoseerorcrecececccseseceset 


If different from Post Office. 
ee aes EXPRESS ~ MAIL 


How to be Shipped... 


nate a Mark gk Heading Selected. 

Never send money by open mail. It $ (Draft or Check 
is not safe. ‘ 

State how much cash you enclose. 

In ordering goods to be sent by mail, 
allow money for postage. 

If you have no account with us, don’t fail 
to give references when wanting credit, 
as it will save delay in shipment. 


aE ate ey | ae 


Postage Stamps ...... 1S 
np Gel meee (3 hs BR | 


Kind of cast Enclosed: 


QUANTITY DESCRIPTION OF GOODS PRICE 
10 hay rakes 


Cash: Discount will not be allowed unless money accompanies order. 
Sign Here...The Johnson Farm Machinery Co. 


All Orders Must be Signed 
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2-21 
Please read the Rules in Catalogue before ordering, and save ali misunderstanding. 
ORDER BLANK More Order Blanks will be sent upon ree” Write jetters on a separate sheet. 


Date of this Order 
THE PARKER MANUFACTURING COMPANY 


WABASH & WASHINGTON STS., CHICAGO, ILLINOIS 
PLEASE SEND TO 


Name snith’&) Hanson”) ee ee. 3 
TES SSS WritetName Plainly.) 


Post Office Waterloo RD) oN 0 seen eee Bor ee 


State Ain Re lOWaaD 2 wy tla County 


Shipping Points Es: _ Same esseaa ce 
If different from Post Office. 


FREIGHT EXPRESS MAIL 
How to be Shipped X 


Make a Mark under Heading Selected. 


Never send money by open mail. It 3 { Draft or Check... 566/00 | 
is not safe. os csceeenescessseos 


State how much cash you enclose. = Post Office Order__________. - 
In heres ens to be sent by mail, 5 Express Money Order__.....|._.|___»_ 
allow money for postage. 
If you have no account with us, don’t fail = Carre Cy nanan anne | aanennne 
to give references when wantingcredit, = Postage Stamps -.. 
as it will save delay in shipment. = Total cee 
QUANTITY DESCRIPTION OF GOODS 
pat 3 Parker wood—frame 
et nu level harrows 
i 
1 
i 


Cash Discount, will not be allowed unless money accompanies order. 
Sign Here Smith & Hanson 


~ All Orders Must be Signed 
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LETTER No. 5. Acknowledge the following order. Ask 
for further information, but be careful to exercise the 
utmost courtesy in informing him that his order is not 
sufficiently clear. 


Petersburg, Illinois, 
March 2, 1924. 
The Parker Manufacturing Co., 
Wabash and Washington Sts., 
Chicago, Illinois. 


Gentlemen: 
When your salesman called on me in February, I thought 


my stock of goods was large enough, but I now find that I will need to 
order several additional implements. 


Please send me by freight the following: 


5 plows 

3 wood-frame harrows 
2 hay rakes 

6 corn planters 


As these implements will be in demand during March and 
April, I shall appreciate it if you will ship them at once. 


Yours truly, 
HARRY RUSK 


CHAPTER TEN 
TELEGRAMS AND CABLEGRAMS 


Telegrams and cablegrams are used so frequently in 
modern business that it is highly important for you to learn 
when and how to use them wisely. When you become an 
office employee and your house wishes, on short notice, to 
instruct a salesman in the field to meet a customer or 
prospect at a given time and place, you will be called on to 
send a telegram or night letter. When word must be sent 
to the factory to rush the work on an order, or to change 
the size, etc., you will be instructed to forward a night 
message or letter to that effect. When money must be 
sent hastily to a salesman or some other person, you will 
be required to send money by wire using facilities of a 
telegraph company or a bank. You will also receive many 
telegrams from customers inquiring about prices and terms, 
delayed orders, rush orders, etc. Telegrams are used in 
business to a far greater extent than is usually supposed. 

Telegraph Messages Classified. There are four classes: 


1. Telegrams (full-rate messages) 
2. Day letters 

3. Night messages 

4. Night letters 


The telegram is the standard of service. It takes prece- 
dence over all other classes and is therefore suitable for 
98 


TELEGRAMS AND CABLEGRAMS 99 


messages requiring expedited service. Telegrams are 
accepted at any hour, for immediate transmission and 
delivery. Code language may be used. The cost is based 
on ten words. 

Day letters are subordinated to full-rate telegrams in the 
order of transmission, and constitute a deferred day service 
at reduced rates based on fifty words. Although the tele- 
graph companies give preference to telegrams, as soon as 
they are out of the way day letters are forwarded. De- 
livery is made on the day of filing when there is sufficient 
time to do so in regular business hours. It will be seen, 
therefore, that in normal times the service rendered is 
practically the same as on telegrams. For this reason be- 
cause of the reduced cost day letters are usually employed 
when the message involves more than fifteen words and 
the matter is not extremely pressing. Day letters must 
be written in plain English, code language not being ad- 
mitted. 

Night messages are telegrams accepted up to 2 A.M. at 
reduced rates to be sent during the night and delivered not 
earlier than the morning of the ensuing business day. At 
the option of the telegraph company they may be mailed 
at destination to the addressees. Because they are the 
least expensive of all wired communications, they are 
frequently used by business houses (a@) when immediate 
delivery is not a necessity, and (6) when the information 
can be conveyed in a few words. The cost is based on ten 
words; it is cheaper to use the night letter when the 
number of words exceeds fourteen. Code language may 
be used in them as well as in the day messages. 
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The night letter is the cheapest service for messages of 
more than thirteen or fourteen words. Where time is an 
important factor in a business deal, the telegraph night 
letter is fast supplanting ordinary mail.for distances which 
mail could not cover overnight. As with night messages, 
the telegraph company reserves the right of mailing at 
destination, but this clause is only for emergencies, as 
ordinarily night letters are delivered on the following 
morning by messenger. Code language cannot be used. 


3 devired; 
THE MESSAGE 
SMITTED ASA 


ME: 
TToRaMe  b  MEWCOMB CARLTON, paesioent GEORGE W. E ATKINS, Pier vick-rarsicext 


Send the following message, subject to the termg 
@o back hereof, which are hereby agresd to 
St. Lonis, Mo,," Augist 2, 19-- 


Harold Norton 

1224 North Dearborn Street 

chicago, Tl. 

Offer you Indianapolis territory seven pereent two huod#ed 
guarantee. Wire reply. 


J.V, Stewart 
(Charge) 


The Universal Blank. All classes of service are written 
on one form, called the universal blank, furnished gratis 
by the telegraph companies upon request. 
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Note that in the upper left corner space is provided in 
which to indicate by a cross mark or check the class of 
service desired. This is important, as unless otherwise 
specified all messages are transmitted as full-rate telegrams. 

How to Write Telegrams. The language of the telegram 
or other telegraph message must be brief because of the 
cost for such services. Only words essential to the thought 
should be included. In most cases these are nouns and 
verbs with necessary modifiers. First person pronouns, 
where clearly understood, can be omitted; also unimportant 
connectives. Nothing is gained, however, by condensing 
to fewer than ten words, and in no case should clarity be 
sacrificed to brevity. Clearness is the chief requisite. 
Without this quality, your message might as well not be 
sent. 

In important telegrams, particularly those carrying 
intricate details and figures, always spell out the word 
period or stop at the end of each sentence. This will save 
many a rage at the other end. When you wish to assure 
yourself positively that error has been avoided, have the 
message repeated to you by the telegraph company from 
the other end of the wire. Indicate that you wish this 
done by writing Repeat Back at the top of the message. 

The usual rules of grammar and rhetoric may be laid aside 
for the time. Remember that parallelism in sentence 
structure is an aid to clearness. For example, if your first 
sentence begins with a verb, it is better to have the other 
two or three begin likewise — thus: 

Meet A. H. Brown Claypool Hotel. Arrange terms. Re- 
port results. 
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Much valuable information about telegrams and 
cablegrams is given at the end of this chapter for those 
who wish to spend additional time on this subject. In 
such cases-the student’s work for the chapter may be 
divided. 

Cost of Telegraph Messages. The cost of any mes- 
sage depends on the number of words it contains and 
the distance it is sent. The highest charge, distances 
being equal, is for the full-rate telegram, which is based 
upon ten words; that is, the minimum charge is made 
for ten words or less. An additional charge per word is 
made for all words in excess of the basic number in all 
classes. 

The cost of other classes of service is based upon the cost 
of the telegram. Day letters are based upon a minimum 
of fifty words and cost one and one half times as much as 
a ten-word telegram. Night messages cost somewhat 
less than a telegram and but little more than a night 
letter. A fifty-word night letter costs exactly as much as 
a ten-word telegram. 

The charge for repeating any message is one half the 
regular rate, plus the full rate for the two words Repeat 
back. 

Cablegrams. Cablegrams are communications sent by 
the telegraph companies via submarine cable between 
countries separated by large bodies of water. They are 
classified as Regular and Deferred. 

The regular cablegram is used for transmitting urgent 
messages. It may be sent in plain, code, or cipher language. 
A combination of these may also be used. The rate charged 
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for this service depends chiefly on distance. That from 
New York to any city in Great Britain is twenty-five cents 
a word. 

The deferred cablegram can be sent at one half the cost 
of the full-rate cablegram, subject to being deferred in 
favor of full-rate messages for not exceeding twenty-four 
hours. Such messages are always dispatched immediately 
after all regular cablegrams are out of the way. They must 
be in the language of the country of origin or of destination 
or in French. Code language cannot be used, but code 
addresses are admissible. 

Cable Letter and Week-end Letter Service. Cable 
letters may be filed at any time and are delivered the 
following day. Week-end letters may be filed at any time 
prior to midnight on Saturday and are delivered on Monday 
morning. 

The rate for a cable letter to London and Liverpool 
will be one third the regular cable rate and the rate for a 
week-end letter, one fourth of the regular cable rate, in 
each case with a minimum of twenty words, including the 
necessary prefix placed before the address to indicate the 
class of service. To places in the United Kingdom other 
than London and Liverpool there is an added charge of 2¢ 
per word on both classes of service to cover the land line 
transmission on the other side. 

Prefix ““CLT” should be placed before the address to 
indicate cable letter service. Prefix ‘“‘WLT”’ should be 
placed before the address to indicate week-end letter 
service. 

Plain English language only may be employed. 
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A universal blank is used for all classes of service. Like 
the blank provided for telegrams, it has a printed form in 
the upper left-hand corner where the customer should in- 
dicate with an X the kind of service he wants: 


Form 290) D 


Send the following Cablegram, subject to the eres 
a back hereof, which are hereby agreed to 


T 


All the general instructions for writing and filing tele- 
grams apply to cablegrams. There is a slight difference in 
counting and charging as follows: Groups of figures are 
counted and charged for at the rate of five figures, or 
fraction thereof, as one word. Decimal points and commas 
used in the formation of numbers, also bars of division and 
letters added to figures to form ordinal numbers, are counted 
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as figures and charged for at the rate of five figures, or 
fraction thereof, as one word. 

Words joined by a hyphen or separated by an apos- 
trophe are counted as so many separate words. 

Abbreviated words are inadmissible. 

Errand Service. In the absence of the errand boy it is 
well to remember that the telegraph companies render 
errand services of all descriptions. 


STUDENT’S WORK 


As correspondent for the Parker Manufacturing Com- 
pany, write the required telegram for each of the following 
situations: 

1. Your house must reach A. L. Powers, one of its salesmen, at 

once and instruct him to omit on his route Little Rock and 
Pine Bluff, Arkansas, but to make the rest of his trip and 
return home for further instructions. He is now in Kansas 
City, Missouri. 

2. You have had a letter of inquiry from the Brown Implement 
Company, Indianapolis, and there seems probability of a 
larger order if they decide to handle your goods. Send a 
message to L. J. West, your salesman at Fort Wayne, 
Indiana, to go to the Reed Hotel to meet Mr. Brown and 
endeavor to secure his order. 

3. You have received a telegram from Smith & Shaw, Vincennes, 
Indiana, to ship immediately an important order of farm 
implements, but you cannot furnish the Parker three-bottom | 
tractor plows. Telegraph for instructions to substitute or 
omit. 

4. Your supply of implements in the sample room is running 
low. Send a message to the superintendent of your factory 
at Moline, Illinois, asking for additional plows, harrows, and 
wheat drills. 
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s. If you were to send Letter No. 3 (page 89) as a telegram, it 
would read as follows: Your order June tweive received 
today. Goods shipped Wabash freight. 

Convert the salient points of Letter No. 2 (page 88) into a 
day letter. 

6. Convert salient points of Letter No. 4 (page 90) into a tele- 
graph message. 


SUPPLEMENTARY EXERCISES 


1. Rewrite the following for telegraphic transmission. Use your 
judgment as to the most effective and economical form of 
message. 


(a) The course we are giving the members of our sales 
department consists of twenty-four lessons in the 
theory and practice of selling. 

(b) Please quote me terms and prices on plows and 
tractors for delivery early in March. I shall prob- 
ably need two dozen of each. In making quota- 
tion please say whether or not freight is prepaid. 

(c) We have a special lot of Hartman disc plows which 
are perfect in every way but have been used for 
show room and demonstration purposes in our 
various branches and are a bit shop worn in ap- 
pearance. They are now offered to our best 
customers at twenty per cent under list price, and 
afford an opportunity for exceptional profit. De- 
livery can be made at once or will be delayed 
sixty days to suit the dealer’s convenience. Can 
you use any, and if so when shall we make ship- 
ment? Terms regular. 

(d) Please forward me by first class mail your latest’ 
catalog of Parker disc plows and Hartman harrows. 

(e) President McMillan expects to arrive in your city on 
the Katy Flier tomorrow evening at 7.30. Will 
it be convenient for you to meet him, and will 
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you please arrange hotel accommodations? He 
will remain until Sunday night. 

(f) The screws and bolts for Plow No. 73 were wrapped 
in a separate package and tied to the handle of the 
plow. 

(g) The shipment ordered August 27 was promised for 
ten-day delivery. It has not arrived and we should 
be grateful to you if you would start tracer. 


2. Expand the telegraphed messages below into complete sen- 
tences. Be neither verbose nor abrupt; write simple 
sentences and smooth paragraphs. For example, Missed 
connections Springfield Arrive Peoria Interurban three forty 
Meet station, expanded would read: I missed train connec- 
tions at Springfield and will arrive in Peoria on the Interurban 
at three-forty. Meet me at the station please. 

(a) Ship Horton Beaverville thirty number seventeen 
plows Frisco fast freight. 

(b) Offer you twenty-day option Chicago territory, nine 
per cent three hundred guarantee. Telegraph. 

(c) Wire what you can supply in farm implements March 
shipment. State terms discounts. 

(d) Cannot accept Alton shipment. Delivery instructed 
May. Wire disposition. 

(e) Lorimer investigated Shipley matter yesterday. 
Recommends settlement five hundred cash balance 
notes thirty sixty ninety. Stock good shape. No 
other assets. Shall I proceed? 

(f) Express two number nine Parker hay presses Frisco 
Monday morning. Cannot use later. Quote three 
dozen tractors July first delivery fob St. Louis. 
Also one dozen fob Kansas City. Have big con- 
tract under discussion and must give positive rates 
and delivery. Big firm. New business. Cash 
deal. 
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ADDITIONAL INFORMATION FOR STUDY OR 
REFERENCE 


Miscellaneous Information. When writing telegraphic 
messages make three copies (all on telegraph blanks). The 
original is for the telegraph company, one carbon is for 
your file, and the second should be sent to the addressee. 
Sending a copy by mail is called confirming the message 
and serves to prevent minor errors. 

The telegraph companies install call boxes in business 
offices, and it is only necessary to release a spring to secure 
the prompt attendance of a messenger. If there is no call 
box in your office, a messenger will be sent if you tele- 
phone for him. 

Telephoning a Telegram. Sometimes it is not convenient 
to call a messenger when sending a wire. In such cases you 
can telephone your message. It will be sent promptly and 
the charge made on your regular monthly telephone bill. 

The Western Union Telegraph Company has issued a 
booklet entitled Helpful Hints in the Preparation of Tele- 
grams and Cablegrams, in which there is a section devoted 
to domestic messages. By special permission, we quote 
from this excellent work: 


PREPARATION OF DOMESTIC MESSAGES 


To minimize errors and facilitate handling, all classes of domestic 
messages or cablegrams should be clearly and legibly written, and 
when typed should be double-spaced regardless of their length. 
Code words should be written in capital letters. 

Unless so requested and paid for, punctuation marks are not 
transmitted. It is therefore important that messages should be so 
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phrased that their exact meaning is not dependent on punctuation 
marks. 

The writing out of numerals is strongly urged as calculated to 
reduce the liability to error and in many cases to reduce the cost. 

The use of contractions, such as ca#’t, don’t and won’t, is un- 
desirable. A fuller expression makes for accuracy in transmission. 

In writing addresses, the words East or West, North or South, 
should be spelled out in full. The affixes st, d, nd, rd and th should 
be omitted. For example: 24 E. 48th Street is preferably written 
“24 East 48 Street.” This also makes for accuracy. 

A full or specific street address facilitates the delivery of tele- 
grams, and should always be written when known. WNo charge is 
made for words in addresses. The practice of addressing messages 
care of ‘‘some hotel” or “try hotels’? should be avoided if a more 
definite address can be given. Frequently messages so addressed 
are delayed while the addressees are being located. 

In the case of telegraphic replies to persons who are transient 
in the town or city of destination and for whom no street address 
can be given, delivery will be promoted if in addition to writing 
the words an answer as a part of the address, the patron will address 
the answer in care of any branch office at which the original message 
may have been filed. When messages originate at a branch office, 
the fact is indicated by the office call (consisting of one or two letters) 
appearing immediately preceding the name of the place of origin in 
the date line. 

Should you wish to reach a traveler en route, give the name or 
number of his train, specify a scheduled stop of that train and the 
time when it is expected to be there. The message will then be 
delivered to him on the train. A telegram addressed to “Jeremiah 
Murphy, Frisco number forty-two, arriving Springfield, Missouri, at 
three-twelve P.M.,’’ would be delivered to Mr. Murphy on the train 
shortly after it leaves that city. 

Code addresses may not be used in domestic messages. 

If a message is not to bear a signature, there should be written 
in place of the signature the words Not signed. When the name of 
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the sender is not written in full, or if he is not well known at the 
telegraph office, his local street address and telephone number should 
be written at the bottom of the blank. 

In preparing a message to be sent to the telegraph office by mes- 
senger, care should be used to indicate by a suitable marking or 
checking not only the class of service desired but also whether it is 
to be sent paid or collect by writing such direction in the lower left- 
hand corner of the telegraph blank. 

When a charge account has been arranged the word charge should 
be noted on the telegraph blank in the lower left-hand corner, to- 
gether with the name of the account to which the tolls are to be 
charged in cases where the signature differs from the name under 
which the account appears on the company’s books. 


TABLE OF TOLLS — WESTERN UNION 


Mba es The Night The Night The Day 
Tele Message Letter Letter 
Sram Rate is: Rate is: Rate is: 
Ratcag: a = ate 1s: ate 1s: 
: EB] a 8 3g 4% 
Lo} ae) 
Be) boil (Suan iors Ns eleva eae So haeas wale arere 
Beau 1 Bat be lees tc eee 
ae) ey ots OE alee Se core dices mprces 
ans o:3 ee o's me ae ey gy 
f° | es Js fakes foe fe CLERIC, acre ie ce 
ee < Shoal igh 4 mg = es] 
24 1 24 te 24 4.8 36 7.2 
30 285 24 be? 30 6 45 9 
36 255 30 ke? 36 hae 54 10.8 
42 25 30 a2 ee 42 8.4 63 126 
48 3.5) 36 Hee 48 9.6 72 14.4 
60 Oro 42 Hire 60 12 90 18 
72 5 48 ib 72 14.4 108 2126 
90 6 54 2.4 90 18 135 27 
120 8.5 60 2.4 120 24 180 36 
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The quotations given apply only to domestic messages. 
The telegraph companies publish detailed rates which 
they gladly furnish their patrons upon request. Every 
business office should be supplied with them. 

Counting the Words in a Telegram. In estimating the 
cost of a telegram, take into consideration the following rules: 

1. The address, including the title before or after a 
name, is free. The signature is also free, but if a title is 
added to it, there is a charge for the additional word or 
words. If there is more than one signature or more than 
one addressee, the additional ones are charged for. Family 
signatures like John, Emma, and Mary count as one. 

2. Proper names appearing in the body of the telegram 
each count as one word, e.g., Margaret Maude Barry counts 
as three words. Initial letters are each counted as a word, 
also J7.,.o7., Lid, and Co. 

3. Names of cities, states, territories, and nations, also 
names of forts, barracks, army posts, and military camps 
are counted as one word, i.e., Terre Haute, St. Louis, New 
Mexico, Porto Rico, Fort Slocum, Camp Upton. 

4. Every fraction line, hyphen, decimal point, and each 
digit in a number is counted as a word. Thus 35 is counted 
as two words. 

5. An abbreviation of weight or measure is treated as 
one word. 

6. Each figure in a number counts as a word — thus: 
25754 counts as five words. It is cheaper to write twenty 
than 20. 

7. Each punctuation mark counts as a word. In general 
their use should be avoided, but when clarity would seem 
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to require a period or an interrogation mark, the character 
should be spelled out. 

8. Abbreviations are counted as one word except as 
noted in paragraph 11. Only these generally accepted 
abbreviations should be used. It is clearer and no more 
expensive fo spell out the words. This applies also to char- 
acters such as %, #, ¢, @, etc. 

g. The ordinals d, th, and rd are each counted as a word, 
but should not be used. 

10. Groups of letters not forming a dictionary word are 
counted at the rate of five letters to the word. 

11. Compound words recognized by the dictionary are 
counted as one word. Note carefully the following: 


Worps Countep AS ONE sy THE TELEGRAPH COMPANIES 


carload a.m. (forenoon) 

per cent p.m. (afternoon) 

western union  f.o.b. (write fob) (free on board) 

day letter c.o.d. (write cod) (collect on delivery) 


night letter C.L.F. (write cif) (cost, insurance, and freight) 
parcel post C.A.F. (write caf) (cost and freight) 

cannot L.C.L. (write /cl) (less than carload lots) 

can’t O.K. (all correct) 

Van Dorne S.S. (steamship) 


Worvs Countep AS TWO By THE TELEGRAPH COMPANIES 


do not (don’t) all right 
first class new year 
car lots anyone 
post office war risk 
bill lading : rear end 


can not 


TELEGRAMS AND CABLEGRAMS 113 


Transferring Money by Telegraph. Sometimes it is 
necessary to forward money without the delay incident to 
mailing check. The telegraph companies will forward any 
amount for a small charge, depending on the amount and 
the distance, and guarantee delivery within an hour of the 
filing of the order. Deposit by the sender must be in cash 
or cashier’s check. The person receiving the money must 
produce documentary evidence of his identity if the sender 
waives identification; otherwise he must be identified By 
someone personally known to the telegraph company’s 
staff at the point of delivery. 

Counting the Words in a Cablegram. The following ex- 
amples illustrate the rules: 


In the Text In the Address 


JATUIGHE See sos Sikh aloe orate eres 2 words 
Responsibility (14 letters) ........... I word. 
Unconstitutional (16 letters).......... 2 words. 

Rae il eee eR RIES Oe cose tetas Gi 
AUIOULUNM an eee maar o tee wetes ee KWOK: 

PATIFOUEC NUtsereM see gets Svs oles giao 2, WOIGS: 
INewyOrker ee cristae io nati anime (© Word. 
INGWEVOFK Aa Ateas teers otis «aac eriete toons 2 words. I 
Brankfort Matic orriss sates: oreo 2 I 
Frankfurtmain.. ae 1 word. I 
acokodctantmnoy owas in Russia). 2 words. I 
Emmingen Hannover.. aE a Oe I 
Emmingen Wartenbenr! 4 ee aR os I 
Want de. Brand@s +10 sorter aisiers a oie als os ie 
Vandebrandeseeiike asad ere a> iais. 210 1 word, 


Radio Messages. The telegraph companies accept 
messages for wireless transmission to ships at sea via 
established coastal stations. All such messages must be 
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prepaid. The cable system of counting and charging is 
used, the address and signature being counted and charged 
for. Registered code address may be employed in mes- 
sages which originate at ships’ stations for delivery on 
shore, but messages for delivery on board ship must have 
at least the surname of the addressee. 


CHAPTER ELEVEN 
Tse LETTER OF APPLICATION 


Hundreds of letters of application go straight to the 
waste basket. These include not only the poorest but also the 
average letter. The well-written letter wins. It is the pur- 
pose of this chapter to help you write a letter that will win. 

In the first paragraph the letter of application should 
secure attention and interest. Then through adequate 
proof — education, experience, recommendations, and refer- 
ences — it should proceed to convince the employer of the 
applicant’s fitness. Finally, it should close in a manner 
so effective that if it does not actually sell the applicant’s 
services, it will lead to this by securing an interview. 

In general, you will find it advisable to use the following 
outline: 

I. A statement showing the purpose of your letter 
II. Proof of your ability to fll the position 
_ 1. Education 

2. Experience 

3. Recommendations 
(a) Letters from former employers 
(6) Letters concerning character from 

prominent persons 

4. References 

(a) Character — teachers, bankers, minis- 
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(b) Ability and experience — present and 
former employers 

III. Reason for leaving your present employer. (Un- 

necessary if you are a beginner.) 

IV. Salary expected (only upon request) 

V. Offering interview 

VI. Appropriate closing 

The Beginning. Your first sentence should inform your 
prospective employer why you are addressing him. Usually 
this should be a simple statement naming the position for 
which you are an applicant and telling how you heard of the 
opening — thus: 

“Please consider me an applicant for the position of 
bookkeeper which you advertised in today’s Picayune.” 
“Through Mr. J. M. Pope of the Swan Typewriter Com- 
pany, I have learned that you are in need of a stenographer. 
If the position has not already been filled, I desire to be 
considered an applicant.” 

Sometimes the advertisement is pasted on the letter, 
above the inside address or immediately above or below 
the salutation — thus: 


3825 Ellis Avenue, 
Chicago, Illinois, 
October 29, 1924. 


YOUNG MAN—General office work; state age, 
preeans and salary expected. Add. H 87, 
ribune 


Gentlemen: 


Please consider me an applicant fer the position named in this 
advertisement. Etc. 
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Proof of Ability and Character. To secure the position 
you must be able to interest the employer in your applica- 
tion and to convince him of your ability and good character. 
This can best be accomplished by setting forth proof — 
(1) a detailed statement of your education and experience 
and (2) the enclosures of recommendations of former 
employers and other prominent persons. 

Education. Give a full account of your schooling with 
dates, covering attendance in the grades, high school, 
business college, or other institutions of learning. State 
definitely the special features of your training and education 
that should help you to fill the position efficiently. Mention 
also the time given to business English and correspondence, 
and do not overlook any diplomas or special honors you 
have received. Make all this brief. 

Experience and Recommendations. Having given an 
account of your education, you will next present the record 
of your experience, unless, of course, you are a beginner. 
Make an accurate list of the positions you have held with 
the dates for each. For emphasis, begin preferably with 
the most recent one and do not neglect to call attention to 
promotions and special marks of recognition you have 
received. Always give the names and addresses of your 
employers. Recommendations and references seldom play 
an important part in convincing your prospective employer 
of your fitness, unless they are written by your friend per- 
sonally to your prospective employer. If you cannot have 
them written direct in this way, however, the next best 
plan is to enclose testimonials as to your character, from 
teachers, ministers, and other persons, and recommenda- 
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tions from former employers as to your ability and ex- 
perience. These may be most effective in bringing con- 
viction. It is not enough to say you will send them on 
request, for this would mean delay and a busy man cannot 
afford to give the additional time. It is generally advisable 
to enclose also a photograph and a self-addressed, stamped 
envelope. 

A few business men attach the greatest importance to 
your references, even when not accompanied by letters. 
Give the names of former employers and persons prominent 
in your city or community, such as bankers, lawyers, etc. 
Always state the official title and address of each. Make 
sure that these people will speak well of your character, 
ability, and experience. Before giving a man’s name 
secure his consent, for an unfavorable letter from a single 
reference will cause your application to be put aside. 

Details Calling for Tact. Details pertaining to your 
reasons for leaving the present position and to salary 
expected require considerable tact. The most common 
reasons given for leaving are the following: 


1. To find better opportunities for advancement 
2. To secure an increase in salary 
3. Trouble with present employer 


In general one does not advance in a position where one 
does not like the work; also, one does not like work which 
offers no advancement. Therefore in seeking a new posi- 
tion have these two objects in view: congenial work and 
opportunity for advancement. Do not say merely that 
you want more money. It is much more effective to say 
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that you would like the new position better or that it offers 
greater opportunities for advancement. If you have had 
trouble with your present employer, do not make too much 
of the matter, and do not resort to uncomplimentary state- 
ments. It is usually best not to mention it at all, though 
sometimes it is necessary. As for salary, do not mention 
a definite sum until the right time to do so. In putting 
a price on your services, take into consideration the pre- 
vailing rate for persons of your ability, training, and 
experience in the community where you seek work. Often 
you will find it preferable to say that the matter of salary 
may rest until you have given the new work a trial, pro- 
vided a certain sum (which you may mention) will be paid 
if you are found satisfactory. 

Making a Good Ending. After having presented your 
case as effectively and briefly as you can, you should take 
great care not to weaken your application by a poor ending. 
Too often a young writer passes over this part of his letter 
without giving it proper thought. Let your last sentences 
carry meaning. Generally they should make it easy for the 
employer to act. For example, you may offer to call at his 
place of business for an interview, to furnish additional 
information concerning your qualifications, or even to 
present yourself for trial of services. 

Additional Hints for Successful Writing. Use plain 
white paper of commercial size and write on one side only. 
Use also commercial envelope, and follow directions given 
in Chapter Four for folding and enclosing. Many a letter 
of application finds its way into the wastebasket because 
It was written with pencil on note paper, and crowded into 
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a cheap small envelope. Always suggest that the employer 
wire you at your expense if he has advertised in a news- 
paper and you do not live in his city. Have your letter 
typographically perfect; do not let it show erasures, strike- 
overs, finger marks, or blots. 

The following illustrates an effective letter of application 
written by an inexperienced person: 


LETTER No. I 
Taylorville, Illinois, 


April 21, 19—. 
D-80, 
Tribune, 
Chicago, Illinois. , 
Gentlemen: 
d Please consider my application for the position of stenogra- 


pher advertised in today’s Tribune. 


I am a young man of twenty-one, healthy and strong. I 
graduated last June at the Taylorville Township High School and last 
month at Morton Business College. I have had thorough training in 
business English, correspondence, spelling, punctuation, and letter 
writing. I can take dictation at the rate of one hundred twenty words 
a minute and transcribe accurately at forty words. 


I enclose letters from Professor A. R. Thompson, principal 
of the Taylorville Township High School, and Mr. T. C. Lueke, presi- 
dent of Morton Business College. For special information as to my 
ability I refer you to Mr. Roy K. Jones, president of the First Nationa) 
Bank, Taylorville, Illinois. For information as to my character you may 
write to Rev. John Rush, pastor of the Presbyterian church, Taylor- 
ville, Illinois. 


If you will wire me early in the morning, at my expense, I 
shall be glad to call at your office at noon, or any other time you suggest, 
for a personal interview. 


Yours very truly, 


THE LETTER OF APPLICATION 121 


The following represents an effective letter written by 
an experienced person: 


LETTER No. 2 
Gentlemen: 


Please consider me an applicant for the position of corre- 
spondent which you advertised in yesterday’s Tribune. 


I am twenty-four years of age and married. I graduated 
from the Washington School in 1911 and the Lincoln High School in 
1915. One year later I received a diploma from the Morton Business 
College. I have also taken advanced courses in business English and 
correspondence at the University of Chicago. 


My experience covers a period of six years, the first three of 
which I spent as stenographer for the Roe Dry Goods Company and 
the latter three as correspondent for the Putnam Manufacturing 
Company. My reason for wishing to change is that I want a position 
such as yours which offers greater opportunities for advancement 
References: 4 

Mr. Henry Henderson, president of the Morton Business 

College. 
Mr. J. W. Roe, manager of the Roe Dry Goods Company, 
232 Lake Avenue, Chicago, Illinois. 

Mr. Samuel L. Putnam, president of the Putman Manu- 

facturing Company, 314 Pine Street, Chicago, Illinois. 


I hope that you will wire me setting your own time for an 
interview. 
Yours very truly, 


In many cases application blanks will be furnished, and 
a letter will be unnecessary. This renders the applicant’s 
task much easier, but he must still exercise thoughtful care, 
for employers judge ability and fitness from the way in 
which the blank is filled out. 
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Helpful Suggestions. If possible fill out all the blank 
spaces. In this way your application will not only make 
a good impression but will actually give a great deal of 
information. Always give the exact information required; 
it avails nothing to dodge. Be careful of little things; 
for example, use ink, write legibly, and spell correctly. 
The following is a typical application blank: 


Form 64 For viedo 
toad re 
St 
Famous xe Barr Co, Better os 
OLIVE, LOCUST, SIXTH AND SEVENTH STREETS Co-opera Ion 


Application for Employment 
INSTRUCTIONS — Fill out every 


portion of this blank. Sto Lowis. NOs cis neces: s ister 19..62 
Nate inn fall i08e) ae pete tn eee ee sce are Se ees A pei ieicccm Weight ...... 
APES Sire cores bo cree nim ors rok evelnis Otarereayeunc Height. zs oes COMPLEXION i << nie Seales 
Give Name and Address of Nearest: Relativescn. ©. oc. sonia - ce ielees Coie cam aie ae 


Salary received in| What Salary do | Are others de- | Married or Phone No. 


last position? you expect? pending on you Single? 
a2 for support ? Bell cee... 
Kinloch se. . ac 
Boarding? ic..:5/ scien eee 
What position do you apply for............ Are you Housekeeping?........... 


Living with parents?...... 


Last place of employment.............. Kind: of budiness. 1% cen tones ik cenit 
Lastiemployer’s address ..-...0.>c.0uee How long employed? ....... erjooricodeies 
When did you leave last position?....... WIRY hi ncienictunmie meienretere his e Sinfovelslersis aes 


Pee eee oe re emeceoenenereonaas 
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Would you consider it your duty to report, in writing or otherwise, any act or conduct 
of your fellow employee that you consider against the interest of our business?........ 


I agree, if engaged, to devote my entire time and 


ENGAGED A . < a 
Do not use this space attention to any duties assigned to me and to rigidly 


observe the Rules and Regulations of FAMOUS & 
BARR CO.; and, if employed, to be held responsible 
for all breakages and mistakes caused by me, and if 
dismissed to accept payment for actual time employed. 


Signature in full. 
Give the Names and Addresses of Every Firm You Have Worked For 


Commence with the first and mention all up to the present time 


fee ployerd Nass Address DuNeaocee sh aioe 
Ist place Street From 
City To 
2nd place Street From - 
City To 
3rd place Street From 
City To 
4th place Street From 
City Be Le 
5th place Street From 
City To 


If you have married since you were in the employ of any of the above, give name when 
so employed and state how long you have been married..............--ee0eeeseee 


Give in space below Names (not relatives) and Addresses of persons not connected 
with list to whom you would refer. ..........2- cece eee e reece sete ete t rec eeee 


Name City Street Address Occupation 
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INSTRUCTIONS 


Chapters Eleven and Twelve include chiefly letters used 
in securing positions. Of these by far the most important 
is the letter of application, and you will be required to 
write a number in reply to ‘Help Wanted” advertisements. 
You should follow carefully the discussion given in the 
foregoing chapter, using all the tact and originality you 
possess. Your letter must also be neat and attractive in 
appearance and free from grammatical errors. 

When preparing letters of reference, recommendation, 
and introduction, you will act as correspondent for the 
Students National Bank, Nashville, Tennessee. Here again 
you should take pains to follow the discussion in the 
lesson and to use correct English and punctuation. Especial 
care must be taken to prevent your letters from becoming 
stereotyped, because ninety-nine out of a hundred are, 
and the one that will secure attention is the one which is not. 


STUDENT’S WORK 


Write answers to the following advertisements: 


LETTER NO. 1 


BOOKKEEPER AND CORRESPONDENT— 
Experienced in general office work; salary, $100, 
St. Louis Storage, 220 S. Boyle. 


LETTER No. 2 


CORRESPONDENT AND STENOGRAPHER 
—Graduate of business college or high school, 
for wholesale clothing house; good salary. Add. 
W 115, Examiner. 
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SUPPLEMENTARY EXERCISES 


Write answers to at least two of the following advertise- 


ments: 
LETTER No. 3 


BOOKKEEPER AND STENOGRAPHER— 
Experienced; state qualifications and salary 
expected. Add. R 66, Tribune. 


LETTER No. 4 


STENOGRAPHER—Young lady, capable, fa- 

miliar with bookkeeping and general office 6 
work; must also be a good penman; answer 

with reference and state salary expected. -Add. 

G 63, Herald. 


LETTER No. 5 


STENOGRAPHER—About 25 years old; mar- 
ried man preferred; must be first class and steady; 
permanent; must state full particulars, where 
working now; confidential. Add. T 99, Examiner. 


LETTER No. 6 
YOUNG LADY—For general office and steno- 


graphic work; state age, experience, salary 
expected. Add. O 64, Post. 


CHAPTER TWELVE 


LETTERS OF REFERENCE, RECOMMENDATION, AND 
INTRODUCTION 


Letters of Reference. Business houses select their 
employees with care. As soon as an application for a 
position is received, letters of inquiry to verify the appli- 
cant’s statements as to fitness and character are mailed. 
Each is addressed to the person or firm named in the 
candidate’s application as reference and is therefore called 
a letter of reference. 

There are two kinds of reference letters, general and 
detailed. The first is an inquiry asking merely for a general 
statement of character and ability. The second calls for 
detailed information. A series of questions are placed in 
the body of the letter or at its close. Often a blank form 
with suitable questions printed on it is submitted. 

Note the following general letter of reference: 


LETTER No. 1 
Gentlemen: 


Miss Jennie Powers has applied to us for the position of 
stenographer and in her letter of application gave your mame as a 
reference. Will you favor us with your opinion of her character and 
ability at your early convenience? 


Yours very truly, 
126 
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The following is an example of a more detailed reference 
letter: 


LETTER No. 2 
Gentlemen: 


Mr. Frank Livingston has applied to us for a position as 
bookkeeper. 


In his application he states that he has been in your employ 
for three years and that you will be pleased to answer auesHons con- 
cerning his ability and the character of his work. 


As we choose our employees with great care, we shall 
appreciate your answers to the following questions: 


How long was he in your employ? 

Is his personality pleasing? 

Are his character and habits good? 

Is he a good penman and accurate with figures? 

Do you recommend him for the position he is seeking? 


Yours very truly, 


A printed form, with or without a brief letter, is “often 
used. The form on page 128 is illustrative of the blank 
that is sent to inquire about the applicant’s honesty, 
ability, and character. That on page 129 is a good ex- 
ample of the blank to be sent to former employers. Note 
carefully the requests and questions found in each and 
observe that the second calls for much more detailed in- 
formation than the first. Compare the questions with 
those in Letter No. 2 on this page. 

Large firms find that they can save labor and time by 
the use of such printed blanks. 
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Form 388 
CONFIDENTIAL CIRCULAR 
(om 
Famous Barr Co. 
St. Louis, Mo. 
PRY CRO CIIO IAG GR ORO CS AION GEN, Dales en wales cetae cise oes eidiaelee tie reer 


eee e war mece reser e seers seesreerresessesesseenssesersseeeeeseesese® 


has 


applied to us for a position and refers us to you. Any information you may give us 

regarding this applicant’s honesty, ability, character and habits, will be highly appre- 

ciated and considered strictly confidential. Please use the space below for your reply. 
Yours very truly, 


FAMOUS AND BarRR Co. 


Please give us the names and addresses of all firms by whom this applicant has 
been employed, so far as you know. 


eater seers oeeeseres 


POCO HEE HOHE TEE HEHEHE EH HEHEHE HHH RHEE HEHEHE HEHEHE HEHEHE HEHE Hee eee EEE EES 
ay 
ee i rl 


ee ee i er ee ie i i eer id 
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Formor 5M 
CONFIDENTIAL CIRCULAR 


FAMOUS-BARR CO. 


St. Louts, Mo. 


PLO Not hait ere aera mene cielnyaie veers an Uk s ike ss Geele es Reelee g Slvisielane oia'e, sicteiele 
SSA Cy WUD mevere oie Riaiole te ois ott oc cetele » Dearonere 192 

DA are ees aoa aise eye ace slo ates inte where este cia Sint she ini oe dats ee Baw ire Sale b.a1S ie has applied to 

as tor a situation, and states that... i o6.6 oc. ccciere nue os us has been in your employ as 

EA ARE OER cio oe pUltu cee Oe eis eek eile: ¢ FOL a period: Of ima as. fa elem ble cee 

ride MERE orci Sb he oh ane orien bs Boe ee a May we trouble you to answer 


the questions below and to give us such other information as you can? Your reply 
hereon will greatly oblige us. 
Very respectfully, 


FAmMOoUS-BARR Co. 


Serkley late a ici gia ater diate wee eta HON ala a cet a Wie Wit ee VSL e 1d weal Ae 6 Re. 08m) a0) @ 21806) 0)F 618 G0 916, 0'.6'6 1 


weer errr rss er ee oso resneesever¥es 
OCC a CC a 
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Letters of Recommendation. There are two classes of 
letters of recommendation, general and special or personal. 
The general recommendation is written: To whom it may 
concern: It is usually placed in an unsealed envelope and 
given to the applicant to be used as he may see fit. This 
means, of course, that it can be used when applying to 
more than one person or firm. 

The following illustration is a good example of the 
general letter of recommendation. 


LETTER NO. 3 
To whom it may concern: 


This is to certify that Miss Mary Linn has been in our employ 
as stenographer for the last three years. 


Her work has been thoroughly satisfactory. She takes dicta- 
tion at the rate of 110 words a minute and uses the typewriter rapidly 
and accurately. She has mastered sentence structure, spelling, and 
punctuation. In addition to this she possesses an extensive vocabulary 
and understands the planning and composition of business letters. 


Miss Linn is a young woman of pleasing personality and fine 
character. She displays more than ordinary tact in meeting callers. 


It is indeed a pleasure for us to give Miss Linn this recom- 
mendation and to permit her to use our name as a reference. 
Board of Education, 
by 


When general letters of recommendation are written at 
all, they should be well written, like the above, giving 
specific details carefully thought out. 

The special or personal recommendation is one that is’ 
written in answer to a letter of reference. It sets forth the 
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qualifications of the applicant from the point of view of the 
person or firm to which he is applying and the requirements 
of the position. The language of the letter should be free 
from stereotyped expressions and vague general terms. 

The following letter is a good illustration of the personal 
recommendation: 


LETTER No. 4 
Gentlemen: 


We take pleasure in replying to your letter of January 8, 
inquiring as to the ability, character, and qualifications of Mr. Frank 
M. Norris, who is an applicant for the position of stenographer in your 
law office. 


Mr. Norris has held a similar position in our office for two 
years, and we have found him accurate and efficient in his work. He 
is thoroughly familiar with legal forms, legal terms and tabulation, 
and also possesses an extensive general vocabulary. He takes dictation 
in English, Spanish, and Italian. 


Mr. Norris is punctual and reliable. He manifests a keen 
interest in his employer’s business and frequently works long past 
closing time. He also possesses that rare quality of initiative which 
always ensures success. 


We feel that he is well qualified to render you efficient 
service and are pleased to recommend him for the position of stenogra- 
pher. 

Yours very truly, 


Ordinarily one should not write a letter about an appli- 
cant unless one can truthfully speak well of him. If 
uncertain, give the applicant the benefit of the doubt and 
write only those good things that are true. But in answer 
to direct inquiry one must, at times, write unfavorably. 
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This should be done with courtesy and fairness but frankly 
— as: 


LETTER No. 5 
Gentlemen: 


In your letter of February 10 you ask my opinion of Thorwald 
Larson, who has applied to you for a position as bookkeeper. I am 
obliged to tell you that Mr. Larson is not a good bookkeeper. He 
tried to keep our books here and was entirely unsuccessful. I think 
you would be doing him, as well as yourself, an injury by employing 
him for such work. 


He is, however, an extremely conscientious and capable 
young man. If you can use him as collector, shipping clerk, or stock 
boy, you will find him a valuable employee; and my personal regard 
for him leads me to wish that you may be able to give him such work. 


It would pay you, I think, to adjust your office force so as 
to put some one of your present employees on your bookkeeping work 
so that you can make room for Mr. Larson in another department. 


You will never regret employing him if you put him on something he 
can do well. 


Yours very. truly, 
JONATHAN RICE. 


Letters of Introduction. A letter of introduction is a 
brief and somewhat formal communication written by an 
individual to introduce another to some person or firm. 
It should begin with the introduction. Then should follow 
the purpose or reason for the introduction and several 
facts concerning the person introduced. Lastly there 
should be the request for whatever courtesy is to be shown 
him or assistance given. 

Uf the writer does not know very well the person asking 
for the introduction, he should refuse the letter. 
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The following is a good illustration of a letter of intro- 


duction: 
LETTER No. 6 
My dear Mr. McCall: 


This will introduce to you Miss Stella Hixon, who is spending 
the winter in Jacksonville and wishes to secure employment as stenogra- 
pher in your office. 


I know her to be very rapid and accurate in her work. She 
was formerly employed in the real estate office of Barney & Tine, 
Louisville, Kentucky, where she gave excellent satisfaction. 


If you should be needing a stenographer and should have a 
place for her in your office, I shall be as grateful as she. 


Yours very truly, 


STUDENT’S WORK 


As correspondent for the Students’ National Bank, 
Nashville, Tennessee, write at least two of the following 
letters: 

Letter No. 1. Mr. John Dearing has applied to your 
bank for the position of bookkeeper. He has recently 
moved to your city from Reno, Nevada, where he was 
employed by the banking firm of John S. Cook & Company. 
Write a letter of reference asking a number of detailed 
questions concerning his experience, ability, and character. 

LETTER No. 2. Miss Mary Mitchell has been employed 
by your bank as stenographer for the last two years. Her 
services have been entirely satisfactory. She is rapid and 
accurate in both shorthand and typewriting. She is 
punctual, reliable, and possesses initiative. She has a 
pleasing personality and fine character. Your bank, how- 
ever, must reduce the number of its stenographers, and as 
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Miss Mitchell can now be spared from the force, write 
her a general letter of recommendation. 
Letrer No. 3. Write an answer to the following letter: 


National Bank of Commerce, 
St. Louis, Missouri, 


February 4, 1924. 
Students’ National Bank, 
Memphis, Tenn. 


Gentlemen: 


Mr. Frank Harper has applied to us for the position of book- 
keeper in our bank. 


On his application he mentions your name as a reference and 
says that he was employed by the Students’ National Bank for three 
years. 


As we wish to become thoroughly informed concerning his 
qualifications and experience, we shall appreciate your answering the 
following questions: 


Is his statement correct? 
Is he thoroughly qualified? 
Is he a young man of good character and habits? 


What qualifications specifically fit him for the position of 
bookkeeper in a bank? 


Yours very truly, 


Letter No. 4. Frank Arnold, a successful accountant 
in the bank, is forced to give up his work on account of ill 
health. He wishes to go to Denver, Colorado, and asks 
the bank for a letter of introduction, which he may use in 
seeking work in the Denver Trust and Savings Bank. 
Write the letter. 


CHAPTER THIRTEEN 
CLAIM LETTERS 


How to Write a Claim Letter. You may assume that 
any company against which you have a claim will want 
to make a satisfactory adjustment in order to hold your 
trade if for no other reason. You should therefore make a 
simple statement of all the facts. To stress the importance 
of your claim, give the exact details of the transaction and 
show to just what extent you have been injured. Clearness 
and accuracy should be rigidly observed, for letters of 
claim and adjustment sometimes must be used in lawsuits. 

Follow-up Claim Letters. Most business houses reply 
promptly to all letters. Occasionally, however, your claim 
may go unanswered. In such cases you should firmly but 
courteously insist that matters be set right. You can 
threaten to refuse to receive shipment, to cancel the order, 
to discontinue business relations, or whatever else the 
nature of the claim may justify. Such letters rarely fail 
to draw a response. 

Your letters reflect your mood. Keep this fact in mind. 
Whatever the circumstances, do not be angry and impolite, 
for you may say things that may necessitate an apology 
later. Kkemember also that a letter written in anger is 
nearly always much weaker than it would be if written 


calmly. 
135 
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The following letters illustrate the correct method of 
writing a claim: 
LETTER NO. 1 
Dear Sir: 
I regret to inform you that the Monitor wardrobe trunk which 
I purchased from you on February 7 has failed to live up to your five- 
year guarantee. The lid is warped, the left hinge is loose, the bottom 
shows weakness; in fact the general condition of the trunk is so bad 
that I dare not risk it on another trip. As you know I have had the 
trunk but six months, and have carried it over perhaps a thousand 


miles, all in Illinois territory; it has undergone nothing more drastic 
than regular service; it has in no sense been abused. 


In accordance with the terms of your guarantee, please refund 
the purchase price of $85. The,trunk is here subject to your disposition. 


Yours truly, 
ARTHUR HOPEWELL. 


Study the above letter. Observe that it is calm and 
dignified, brief and courteous, and confines itself to a 
simple presentment of fact; that is, it states the make of 
the trunk, the date of purchase, the term of guarantee, 
the price paid; also the class and amount of service given 
by the trunk, the nature of its defects, and its present 
general condition; that in requesting refund of the pur- 
chase price surrender of the trunk is offered. 


LETTER No. 2 
Gentlemen: 


You will recall that several months ago we telegraphed you 
(and later confirmed by letter) not to ship us any more white crepe de 
chine on our order C-273564, as this stock was not up to standard. 
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Lately we have received several shipments which have con- 
tained some of this material. 


If you will look up your previous correspondence, you will 
find that we explained fully our reasons for not accepting this kind of 
cloth. We are somewhat at a loss to understand why our instructions 
have been repeatedly ignored. 


From now on we will refuse to accept shipments if white 
crepe de chine is included in them. 


Yours truly, 
JAMES BRANDT. 


STUDENT’S WORK 


Instructions. In preparing the letters for Chapters 
Thirteen and Fourteen, you will act as correspondent for 
the Grant Dry Goods Corporation, Boston, Massachusetts. 
You will write whatever complairts or claims your com- 
pany wishes to make and answer such complaints or claims 
as may be received from customers. This division of your 
work requires special tact. 

Letter No. 1. The Grant Dry Goods Corporation has 
awarded the Blackwell Printing Company of Boston the 
contract for their supply of annual catalogs, letterheads, 
envelopes, and ink. The catalogs were supposed to be 
ready by September 1, but it is now October 4 and de- 
livery has not been made. The paper and ink furnished 
-to date have not quite measured up to your expectations. 
Prepare a letter of complaint. 

LETTER No. 2. Your company placed a large order for 
Emerson Electric Fans with the Commercial Electric Com- 
pany, St. Louis, Missouri. When the goods were delivered, 
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they were found to be of a very inferior quality. You 
feel that the whole shipment should be returned. Prepare 
the claim letter. 

LETTER No. 3. Your firm bought 5M shipping tags of 
the Hayes Mfg. Company, Salem, Massachusetts, but 
actually received only 4M. Apparently a mistake was 
made in filling the order. Write a suitable letter of claim. 


CHAPTER FOURTEEN 


ADJUSTMENT LETTERS 


Qualifications of the Writer 


Attitude of the Writer 


ADJUSTMENT Protecting Interest of House 


LETTERS 


Qualities of the 
Adjustment Letter 


Functions of the 
Adjustment Letter 


These letters call for 
Seif-control, Tact, and 
Good Judgment 

139 


Good judgment 
Tact 


Self-control 


Desire to be just 


Desire to increase 
good will 


Realization of the 
importance of reply 


Settlement with as little 
loss as possible 


Make no promises 
impossible to keep 


Retain good will 
of customer 


Fairness 
Simplicity 
Directness 


Completeness 


Conciliation 
Statement of facts 
Telling what has been done 
Promising future service 
Building good will 


Effecting settlement 
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Qualifications of the Writer. It is more difficult to 
write adjustment letters than claim letters. This is true 
because you must not only settle the claim but at the same 
time retain the good will of the customer. To be able to 
do this you must cultivate good judgment, tact and self- 
control. Under circumstances most irritating and annoy- 
ing, you must be able to act without anger, always bearing 
in mind the fact that in ninety-nine cases out of a hundred 
what is needed is “more light and less heat.” 

You must not only be able to keep a cool head but 
also to reflect genuine optimism. The man who does 
not believe the world is honest and full of promise can not 
write a letter that will create friendship and good will, 
the two things most needed and most desired by busi- 
ness men. 

You must be able also to take the customer’s point of 
view. Try to visualize him. Perhaps you can do this 
more easily if you note carefully the language and thought 
of his letters, and form an idea of the kind of man he is. 
You might determine, for example, whether he is educated 
or uneducated, conservative or liberal, angry or calm, and 
above all whether he is right or wrong. At any rate, you 
must look at the trouble from your customer’s view- 
point. 

You must exercise tact and common sense. You must 
be able to appreciate what should be done under given 
circumstances. You must say exactly the right thing and 
express it in such a manner as not to give offense. Keep 
in mind the fact that your employer will expect you to be 
able to settle the difficulty in favor of your house if the 
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house is in the right, and at the same time retain the 
customer’s good will. 

If you grant a claim, don’t do it grudgingly. Add a 
paragraph of courteous explanation in cases where good 
judgment tells you that it is necessary; and when writing 
to a retail customer, enter into greater detail, as he may 
not understand just how frequently errors may occur in 
business. 

Sometimes a word or suggestion used quite unintention- 
ally gives offense. Therefore, watch your language care- 
fully. Avoid the use of expressions that imply doubt of 
your customer’s honesty, truthfulness, or good judgment. 
Take, for example, the expression The goods which you say 
were not received. The language here clearly implies that 
the writer does not believe what the customer says about 
not receiving the goods. The expression The goods covered 
by your claim would be better. Such statements as Your 
order did not state the size and color of hose you wanted, and 
we were forced to guess at them are certain to give offense. 
It is better to say, As we were not quite certain of the exact 
size and color of the hose you wanted, we sent black silk, 
size 84. Other expressions that come as a blow to the cus- 
tomer are these: Your undated letter received today. Had 
you used our order blank the mistake would not have occurred. 
You are wrong when you say that we neglected to fill your 
order promptly, etc. 

Be very careful not to use a negative suggestion. For 
example, do not say, Of course this settlement may not 
please you, but it is the best we can do, or While this settlement 
may not be satisfactory, etc. 
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Attitude of the Writer. Getting into the right attitude is 
important. You cannot afford to think of a complaint as 
a necessary evil or as a distasteful thing. Do not look upon 
it as something to be avoided or dodged, but rather as 
something opening the door of opportunity whereby you 
can create good will and strong friendship. Remember 
that if you ignore even a small claim, you may cause the 
customer to give his business to someone else. 

This can be illustrated by a recent incident. A lady 
wrote Marshall Field and Company that a pair of hose 
bought from them were mismates and asked what should 
be done. By return mail she received a reply instructing 
her to return the hose for examination. She did so, adding 
that she would prefer a lighter weight, in the event they 
decided to send her another pair. In eight days she re- 
ceived another letter apologizing for the delay and enclos- 
ing check covering the value of the hose, as the store was 
unable to furnish the lighter weight hose, and inquiry at 
the factory developed that they could not do so within a 
month. 

Consider well the attitude of the adjustment manager. 
The lady had not enclosed sales ticket. She had not said 
when or by whom the purchase was made; she had not 
made claim. She had simply stated that a pair of hose 
bought from Field’s were mismates. He could have asked 
to be informed of the details of the sale, when bought, 
how paid, why complaint was not made earlier. But he 
didn’t. If he had chosen to send a pair of the same weight, 
he could not have been accused of unfairness. If he had 
asked the lady to wait a month for the others to come 
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from the factory, his request would have been reasonable 
and his offer generous. But he did neither. He examined the 
hose and found them as represented, which was the essential 
fact. Therefore, instead of engaging in an onerous cor- 
respondence extending over six weeks or three months, 
he made an effort to satisfy the lady by supplying her 
wants; failing in that he refunded her money. The pur- 
chase had been made two and one half years before. Marshall 
Field and Company have built up their enormous business 
on this policy. 

The policy of your house will be determined by its 
executives. Master that policy and be sure that your 
letters correspond to it. Above all, be resolved to be fair 
and just. Analyze the facts, put yourself in the com- 
plainant’s position, consider the probable effect of your 
decision: then, and only then, you are ready to proceed. 
Letters written in such a spirit are sure to result in equitable 
settlements and an increase in business. 

Protecting the Interests of your House. Most business 
houses adopt the principle of “Satisfaction guaranteed” 
and are quite willing to accept the return of goods or to 
exchange them whenever it is evident or even probable 
that the house is to blame. However, in writing adjust- 
ment letters you should settle the claim with as little loss 
to your employer as possible. You can do this best when 
you and your house have a definite e Pauky for granting or 
refusing claims. . 

Many complaints can be avoided and much loss pre- 
vented if you will get in touch with the order department 
and see to it that hasty or impossible promises of delivery 
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are not made. For example, it is unwise to say, We will 
make delivery by June 7, but it is quite safe to say, We will 
ship the goods June 7. The second statement has the 
advantage of not binding you in a matter for which the 
railroad is responsible. It is much more serious, however, 
to make such broad promises as We will settle the matter to 
your entire satisfaction, for you may find upon investigation 
that the customer is in the wrong and that you cannot 
satisfy him. There are many exceptions to. this rule; 
but it is usually safer to say, We shall try, etc. 

You should also keep in close touch with the sales 
department. Furnish the sales manager with a copy of 
each complaint letter and the reply to it. He can then 
give the facts to the salesman who visits the customer. 
The salesman in the field should know the facts about 
claims and adjustments. 

Qualities of the Adjustment Letter. The essential 
qualities of the adjustment letter are fairness, simplicity, 
directness, and completeness. 

Fairness was treated under Attitude of the Writer. 

Simplicity requires that you adapt your language to the 
customer, using words that are in his vocabulary, and 
sentences not so complicated as to obscure the thought. 
You can further add to the simplicity of your letters by 
proper paragraphing. Do not jumble your letter up into a 
single paragraph, but make a separate division for each step. 

Directness is not less important than simplicity. Al- 
ways make specific statements. Do not admit a single 
sentence capable of two interpretations, and above all avoid 
evasiveness. 
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Completeness is absolutely essential. If you do not 
make full explanations, you will invite further correspond- 
ence and in many cases compel it. This means a loss of 
time and money to your firm. More important still, it is 
liable to cause dissatisfaction. ‘Short settlements make 
long friends”’ is a true saying, and you should be sure that 
you cover every point the first time. 

Note that the following letter on cash discount is curt 
and incomplete: 

LETTER No. 1 


Dear Sir: 


We are returning your check of $450 because you have de- 
ducted a discount of 2%. 


We have decided that this discount, which had formerly been 
allowed, should be eliminated. We were under the impression that 
everybody understood this and that we would have no further trouble 
about the matter. 


Please let us have your corrected check and endorse your 
records so that no further misunderstandings will occur. 


Yours very truly, 


Let us analyze this letter and see wherein it fails. Is it 
fair? Yes, because claim was made for a discount that 
the house allowed no one. Has it s¢mplicity? Yes, for 
there are no superfluous statements. Is it direct? Yes, 
but herein lies a flaw; it is direct to the point of curtness. 
It is rude, and one should never be rude in correspondence 
any more than in conversation. Is it complete? No, for 
it does not explain why the discount, formerly allowed, has 
been discontinued. The customer is entitled to such an 


explanation. 
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But compare with it the following, rewritten to cover 
every point fully: 


LETTER No. 2 
Dear Sir: 
No discourtesy is meant by the return of your check for $450 
which you intended as full payment of our invoice of December 25. 
It is not practicable to offer the 2% discount which you had 
deducted, chiefly because uniformity in this regard is very necessary, 


as you will appreciate, and our terms to all our trade are at present 
thirty days net, not subject to cash discount, f.o.b. Boston. 


Several years ago we did allow cash discount, but an analysis 
of costs and accounting proved that our base rate had to be figured high 
to cover the contingency of the discount which, in connection with many 
thousands of accounts, reached a considerable sum yearly. All were 
really paying for a privilege of which only a limited number were able 
to take advantage. The elimination of cash discount, like all new 
measures, has been decided upon after considerable discussion. 
On the whole, we feel that most of our customers are satisfied, and we 
know that it does work to their advantage in the end. 


You will realize that it is only fair to all our trade that terms 
should be uniform; therefore if you will send us a corrected check and 
make a note of the non-discount feature in connection with your future 
payments, we shall appreciate it very much. 


Yours truly, 


Completeness and courtesy mean better service both 
to your employer and his customers. 

Functions of the Adjustment Letter. In general the 
adjustment letter has five or six functions to perform. 
They may be stated as follows: 


1. Conciliate in regard to the particular complaint or 
claim 
2. State the facts in the case 
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3. Tell what has been done or will be done toward 
settlement 

4. Promise future service 

5. Build good will 

6. Effect settlement 


The following letter illustrates the first five functions. 
No settlement was asked and therefore none was to be 
made. It is an answer to a complaint that unless shipments 
are made on time, business of the complainant will cease. 
For the sake of clearness, the letter of complaint is alsc 
given. 

LETTER No. 3. — THE COMPLAINT 
Gentlemen: 


Our order No. 824 for women’s suits was mailed to you 
January 2. We expected delivery of the goods before January 12, but 
it is now February 18 and they have not arrived. The delay has caused 
us great inconvenience. If this were the first time you had failed to 
send us our orders on time, we should not complain; but it is the third 
time. Unless future shipments are made without delay, we shall buy 
our goods elsewhere. 


LETTER No. 4. — THE ANSWER 
Dear Sir: 


We thank you for calling our attention 
in your letter of February 18 to the fact that your 
Conciliation order No. 824 has not arrived. We certainly 
regret that you have been inconvenienced by 
this delayed delivery. 


On referring to our records we have 
found that your order was shipped on January 8. 
As transportation conditions are now normal, 

t t 
ae Fics Le these goods should have reached you by Janu- 
case ary 28 at the latest. The delay is probably due 
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to a misplacement of the consignment some- 
where in transit. 


A tracer has been started after this 
What has been shipment and will be vigorously pressed. If 
done the shipment is not located within a reasonable 
time, wire us whether or not you wish a dupli- 

cate shipment to be made. 


Although the delay has occurred since 
the goods left our factory, we realize how pro- 


Promise of voking it is to you, and promise to do all in our 
continued ; ; ee 
service power to hurry the shipment to its destination. 


Yours truly, 


Above all write “from the heart out.” Let your cus- 
tomer feel your sincerity in every line of your letter. In 


THE COMPLAINT 


Sénd the following message, subject to the terms _ 
on back hereof, which are hereby agreed to 


ST. LOUIS MISSOURI 


AUGUST 10 1926 
BROWN & JONES PUBLISHERS 


NEW YORK -N Y¥. 

SCHOOL TEXTS DUE AUGUST FIRST NOT RECEIVED If PLANNED FISHING TRIP 
TWELFTH BUT CANNOT::60 UNTIL BOOKS ARE ON SHELVES WILL THEY ARRIVE 
FIFTEENTH CANNOT UNDERSTAND DELAY YOU CERTAINLY KNOW IMPORTANCE TO ME 


YOUR FAILURE WILL COST ME BIGGEST PROFIT OF YEAR AS ‘SCHQOL .OPENS 
SEPTEMBER THREES WIRE IMMEDIATELY 


BENRY FULLER 
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order to do this you must be sincere. You must be really 
sorry, on sis account, that he has not received the goods, 
or that they were unsatisfactory, or that an incorrect 
shipment caused him trouble. If your letter manifests 
this spirit, the customer will feel a sense of gratification 
that will make the later adjustment easy. 

The telegrams shown on pages 148 and 149 were ex- 
changed between a retail book dealer and a publisher. 


THE ANSWER 


=E 
<_f 
inn 


ONION 


WES) 
LAS 


ore beck boreal hich ccs kercpy agreed ta 
AUG 10 192% 
HENRY FULLER BOOK DEALER 
709 PINE STREET 
ST LOUIS MISSOURI 
SCHOOL TEXTS SHIPPED AUGUST ONE AM STARTING TRACER TODAY IF NO 
DEFINITE ANSWER BY TOMORROW MORNING ,WILL DUPLICATE ORDER GIVING MATTER 
MY PERSONAL, ATTENTION DO NOT DELAY FISHING TRIP FISHERMAN MYSELF 
PULLY-AWARS IMPORTANCE OF SHIPMEN?- MAY COUNT ON BOOKS ON YOUR SHELVES 
PIPTEESTH 
JOHR BROW 
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STUDENT’S WORK 


As correspondent for the Grant Dry Goods Company, 
write adjustment letters in answer to the following claims. 
Keep in mind the essential qualities and functions of this 
type of letter. 

LetrerR No.1. The Levy Dry Goods Company of 
Canton, Ohio, have written you a letter in reference to a 
shortage of handkerchiefs. By referring to your records 
you find that you have put up two dozen turkey-red 
handkerchiefs in a paper bag. It is probable that your 
manner of packing these goods has caused them to be 
thrown out as packing. Ask the Levy Dry Goods Com- 
pany to have one of their clerks investigate the packing 
case and ascertain whether your supposition is correct. 
Write a letter making the adjustment. 

LETTER No. 2. Jannis & Son, Lexington, Kentucky, 
ordered a quantity of ladies’ silk hose. When the goods 
were delivered they found they were not of the kind they 
had ordered. In your letter ask them to return the goods 
and assure them that proper credit will be given them on 
their account. Promise immediate shipment of the correct 
goods and express the hope that the slight delay will not 
greatly inconvenience them. 


SUPPLEMENTARY EXERCISES 


LETTER No. 3. Yokum & Company, Fort Wayne, 
Indiana, complain of a shortage of 25 yards of black taffeta 
in their order No. 6182. Write them stating that the goods 
were carefully checked twice by competent packers before 
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shipment was made. Suggest the possibility that some one 
at their end of the line may have removed the goods care- 
lessly without checking them against the invoice. Tell 
them that in the meantime you will search for the goods 
and ask them to write you in case they find them. 

4. Analyze Letter No. 1, page 145, as to (a) attitude of 
the writer and (0) protecting the interests of the house. 

5. Analyze Letter No. 3, page 147, as to the principles 
established for claim letter writing in Chapter Thirteen. 


CHAPTER FIFTEEN 


ADJUSTMENT LETTERS (Continued) 


When the house is wrong 
When the customer is wrong 
When both are partly wrong 


When the transportation 
company is to blame 


Making Adjustments 


WRITING 
ADJUSTMENT 
LETTERS 


Applying on Open Account 
Holding for instructions 


What to Do in Making Adjustments. When you re- 
ceive a claim, go immediately to your records and make a 
careful examination of the history of the transaction. If 
your records are accurate, they will usually disclose the 
source of the trouble. By means of the following ques- 
tions, determine where to place the responsibility: 


Handling 


Insufficient Remittances 
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Is the customer wrong? 
Is the house wrong? 
Are both partly wrong? 
Is the transportation company to plame? 
. If so, must you or the customer assume the responsi- 
bility? 
6. Is necessary information lacking? 


np wd 


Having definitely placed the responsibility you can pro- 
ceed intelligently to make the proper adjustment. If the 
house is wrong, admit it frankly and offer to set matters 
right. Begin your letter with a statement accepting the 
blame, because this will immediately conciliate the cus- 
tomer and thus perform the first function of an adjustment 
letter. Necessary explanations may then follow. If the 
customer is wrong, begin with something agreeable or 
pleasant and then pass on to your statement of the facts — 
thus: 


LETTER No. 1 
Dear Sir: 

We thank you for your letter of May 20 directing our attention 
to an apparent shortage of 150 pounds of wire nails in the shipment of 
May 15. 

On investigation we find that shipment was complete when 
it left our warehouse. The bill of lading, copy of which we enclose, 
shows a total weight of 680 pounds. The various weights of materials 
in your order were as follows: 


25 sheets 30 X 96” Sheet Iron. . . 410 lbs. @$ .05 
250 lbs. 6 penny Wire Nail . . . . 250 ” -04 
TOME aT O Meco CUCM ane ae cle Og.” .06 
TOMEIA NOgtO Wire Brad).9. «10 7? .07 
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If you have not destroyed the two boxes by the time this 
reaches you, it will be easy for you to verify the foregoing. 


Let us say in addition that in preparing the order for shipment 
the goods were checked twice by competent packers, men in our employ 
for a number of years; also that an examination of our stock entry 
discloses no errors. 


If upon further investigation you find that the nails did not 
reach you, it is evident that the shortage occurred in transit, and that 
the transportation agencies must be held responsible. 


Please advise us of your findings. We are always anxious 
to have our goods delivered promptly and in good condition, and if we 
can serve you further in the matter do not hesitate to call upon us. 


Very truly yours, 


Observe that this letter shows the customer that he is in 
the wrong by a presentation of the facts (the bill of lading 
proves that the goods were shipped, and the customer had 
not claimed that the boxes were not intact) rather than by 
a bald statement to that effect. 

Do not write a long account of why you cannot grant 
a claim and then close with a statement yielding the point. 
When you furnish the facts showing that the blame prob- 
ably rests with the customer or the transportation company, 
make sure that you do not end with a statement which 
defeats your purpose — for example, We will see that this 
does not occur again or We promise that this will not happen 
again. In all such cases you should take the customer’s 
point of view in the beginning and skillfully convert him 
to your own as the letter advances. 

When both the customer and the house are partly wrong, © 
it is tactful to begin with an admission of your own fault, 
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being careful, however, not to blame yourself where you 
are not at fault. The following letter shows how this may 


be done: 
LETTER No. 2 


Dear Sir: 

We are indeed sorry to learn that you are dissatisfied with our 
method of shipping your order, which went forward by express on 
January ro. 

The order sent in by our salesman does not show any shipping 
instructions. Possibly you failed to specify the manner in which you 
wished shipment made when placing the order with Mr. Lott. In such 
cases we assume that the decision is left to us. Therefore on account 
of the extreme scarcity of this particular class of merchandise among 
the retailers, and believing that we were serving your best interests, 
we made shipment by express. 

We want you thoroughly satisfied, however, and will allow 
you the difference between the express charges which you paid and 
the amount you would have paid had the goods been shipped by freight. 
Please deduct this amount when remitting. 


Very truly yours, 


Often the transportation company is to blame for damage 
or delay in transit. When there is delay, you should 
express regret for the inconvenience it is causing and 
promise to start tracer. When there is damage to the 
goods due to carelessness or improper handling, you may 
advise the customer how to proceed. For example, you 
may suggest that he get the freight agent’s notation on his 
paid freight bill and put in a claim against the railroad 
company. In some cases you may even undertake to 
collect damages for your customer. 

The letter on page 156 suggesting that the customer 
enter claim against the railroad company shows how such 
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matters may be handled. In order that you may under- 
stand the situation thoroughly, the claim letter also is given. 


LETTER No. 3 — THE CLAIM 
Gentlemen: 
The consignment of girls’ blouses which you shipped us 
-July 8 reached us in a damaged condition. One of the boxes in which 
they were packed was broken, and some of the garments were soiled 
and torn. For this reason we wish to return the damaged goods for 
credit. 


Please let us know whether or not this will be satisfactory. 
Yours truly, 


LETTER No. 4 — THE ANSWER 
Dear Sir: 

We regret to learn from your letter of July 15 that in your 
order of girls’ blouses one box was broken open and some of the goods 
soiled and torn. 

Were we at fault we should be very glad to allow you to 
return the damaged goods for credit, but in view of the fact that our 
goods were packed by experienced workmen and delivered to the 
freight depot in good condition, we are certain they were damaged 
through careless handling while in transit. 

We therefore suggest that you get the freight agent’s 
notation on your paid freight bill and enter claim against the railroad 
company. 

Any further help we can give you in substantiating your 
claim we gladly offer, and we hope the matter will be quickly adjusted 


in your favor. 
Yours truly, 


When your house is not at fault, it is unwise to offer to 
secure an adjustment with the transportation company. 
The customer may suppose that you, in undertaking this 
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task for him, are assuming the financial loss involved if the 
transportation company refuses to settle. It is better to 
have him understand that the responsibility is his, but 
that you will help him all you can. This can best be 
accomplished by having him assume the task of settling 
with the company. 

Should it devolve upon you to make an adjustment the 
necessary information for which is lacking, you should 
write to the person or persons who have the facts, perhaps 
your salesman or the claimant himself. _ 

Handling Remittances. Many times the customer 
encloses his check for a given sum of money, but takes a 
credit or makes a deduction to which he is not entitled. 
What is the proper procedure in such cases? ‘There are 
several ways out of the difficulty. You may — 


1. Apply the check on open account 
2. Return it and ask for a corrected check 
3. Hold it for instructions from the customer 


There is always danger of giving offense no matter how 
such cases may be handled. Some houses make it a rule 
always to return the check, while others do not hold so 
rigidly to this, but allow circumstances to suggest the course 
to be taken. If the check is returned, there should always 
be a courteous explanation of the reason. A few houses 
insist that each letter of this kind shall contain the state- 
ment ‘‘No discourtesy is intended by the return of your 
check.” 

If your house has adopted a rigid policy of handling re- 
mittances, it is best to follow it consistently. 
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The following letter shows how a difficulty of this kind 
may be handled: 


LETTER NO. 4 
Dear Sir: 
No discourtesy is intended by the return of your check dated 
March 1 for $150.37, but you have entered on it a notation “In full of all 
demand” which does not agree with our records. 


We have reviewed our figures and find that your check would 
pay the account in full excepting invoice of September 10, $57 and 
accrued interest of $6.66. 


If you have any reasons for withholding payment of the in- 
voice mentioned, let us know and we shall be glad to investigate. If 
you do not desire to pay this bill, kindly give us a list of the invoices 
you intend to pay and remove the notation from your check. 


Taking into consideration the invoice of $57 and the interest 
of $6.66, your total indebtedness is $214.03. If you wish to make pay- 
ment of your account in full to date, your remittance should be for that 


amount. 
Yours very truly, 


STUDENT’S WORK 


As correspondent for the Grant Dry Goods Corporation, 
write adjustment letters in reply to at least two of the 
following complaints: 

Letter No.1. The Columbia Clothing Company, 
Evansville, Indiana, have returned for credit a shipment 
of French kid gloves stating no other reason than that they 
will be unable to use them. Your house does not accept 
the return of goods shipped in accordance with its con- 
tract unless defective. You have gone to your records 
and found that the order was properly filled and the goods 
carefully inspected. Write a letter refusing to allow 
credit. 
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LETTER No. 2. Herrick & White, Newark, New Jersey, 
inform you that you have made a mistake in their order of 
dresses. They ordered No. 2112, made in soft and pliable 
taffeta of Japan blue, but received instead No. 2124, made 
in honey-colored organdie. Admit the error and request 
the return of the goods at your expense. 


SUPPLEMENTARY EXERCISE 


Letter No. 3. The Conway Dry Goods Company of 
Knoxville, Tennessee, have ordered a bill of goods to be 
shipped August 1. Your house made shipment on July 15, 
but it is now August 12 and the goods have not arrived. 
Your records clear the house of blame. Write a letter 
advising them to make claim against the transportation 
company. 


CHAPTER SIXTEEN 
ADJUSTMENT LETTERS CLASSIFIED 


In this chapter adjustment letters are classified accord- 
ing to the subject with which each deals. A standard 
illustration of each type is given and will be found useful 
as a model. 

Error in Filling the Order. Note carefully the following 


letter. 
LETTER No. 1 — THE CLAM 
Gentlemen: 

On my order of July 1 you shipped me to yards of black 
taffeta instead of the same quantity of white crepe de chine, 40 inches 
wide; also you sent 8 pieces 74-inch black elastic instead of the 12 pieces 
of 7-inch white elastic which I specified in my letter. 


I regret that I cannot use the items which I did not order; 
please advise what disposition you wish made of them, and if you 
have the correct goods in stock, kindly ship them at once. 


Yours very truly, 


Investigation showed that the claim was correct in 
every detail, and accordingly the following letter was 
written: 

LETTER No. 2 — THE ANSWER 
Dear Sir: 
We are very sorry the wrong goods were furnished on your 
order of July 1. Please return them to us and the proper credit will 
be given on your account. 


The correct goods have been shipped today by parcel post, 
special delivery, at our expense. 


We apologize for the inconvenience caused you and assure 
you that we shall be doubly careful not to let such a thing happen again. 


Yours very truly, 
160 g 
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Shortage Claimed. Investigation of the following claim 
showed that goods were shipped and accordingly Letter 
No. 4 was sent. Note that it suggests a possible clue to the 
discovery of the missing goods. Had investigation de- 
veloped that the goods were not shipped, a different sort 
of letter should have been written. 


LETTER No. 3 — THE CLAIM 


: 


Gentlemen: 


The goods which you shipped on July. 22 were received 
yesterday, but when the various items were checked against the in- 
voice, there was a shortage of two pairs of silk gloves and one dozen 
linen handkerchiefs. 


Will you please mail me credit for these items? 


Yours truly, 


LETTER No. 4 — THE ANSWER 
Dear Sir: 


We thank you for your letter of August 3 directing our 
attention to the apparent shortage of two pairs of silk gloves and one 
dozen linen handkerchiefs in ove shipment of July 22. 


Investigation in our packing department shows that the 
goods were carefully checked twice by competent packers. Our records 
both in the stock room and in the shipping room give no indication of 
a shortage. In view of this fact will you not please make further inquiry 
of your staff? Is it not possible that someone in your employ removed 
these items from the package before the goods had been checked with 
the invoice? 


We hope that you will locate the articles reported missing 
and will write us to that effect. In any event let us hear from you again. 


Yours truly, 
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Delay in Shipment. A delay in making shipment may 
be due to any one of a number of causes, such as shortage 
of merchandise, stock exhaustion, accident to machinery, 
labor troubles, etc. The letter should explain the reason 
for the delay and whenever possible suggest that something 
else be substituted in order to allow an earlier shipment. 


LETTER No. 5 — THE CLAIM 

Gentlemen: : 
On June 6 I mailed you an order for linen sheets, but have 
not received them. I wanted these goods for a customer who is wait- 


ing and do not feel that I can ask her to do without them much longer. 
Unless you can send them by June 20, you may cancel the order. 


Yours truly, 


LETTER No. 6 — THE ANSWER 
Dear Sir: 

We should like to ship your order immediately, but un- 
fortunately our stock of linen sheets is completely exhausted. At the 
time of acknowledging your order we thought our new stock would be 
delivered within three days, but it now appears that it cannot be ob- 


tained for at least two weeks, and it would be unfair to lead you to 
expect the goods before that time. 


Would the same number of cotton sheets be of any use? 
We can supply these in either the Kennebeck or the Fruit of the Loom. 
If so, drop us a line and shipment will be made at once. 


Yours truly, 


Delay in Transit. The first letter merely states that a 
tracer has been placed and expresses regret that there has 
been delay; the second is a follow-up mailed some days 


later when it developed payment was withheld awaiting 
delivery of the goods. 
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LETTER No. 7 — THE CLaIm 
Gentlemen: 
My order No. 324 which you informed me was shipped 
October 10 has not been received. Will you please start tracer and 
endeavor to hurry delivery of these goods? 


Yours truly, 


LetrER No. 8 — THE ANSWER 
Dear Sir: 
As requested, a tracer has been placed on your shipment 
invoiced October 10. We are sorry that there has been any delay in 
transit and hope that the goods will be quickly located and delivered. 


If you wish, we can send duplicate shipment, the original 
shipment to be returned to us when found. Kindly wire your wishes 


in the matter. 
Very truly yours, 


LETTER No. 9 — FoLLow-up — PAYMENT WITHHELD 


Gentlemen: 

You will be pleased to know that every effort is keing made 
to locate your shipment invoiced October 10, which you requested us 
to trace. 

The delay is certainly unfortunate, but we are looking for a 
favorable reply daily and it will be a mutual relief when the goods reach 
you. Won’t you kindly drop us a line when they arrive? 

No doubt the date of the invoice has escaped your attention 
in view of the delay in transit, but as it is now overdue, we ask you to let 
us have your remittance promptly. 

The original terms of sale, as you know, are thirty days net 
f.o.b. Boston, and you will recognize these terms are not affected by 
the length of time the shipment is on the road. The responsibility for 
this and any resulting damage or loss is assumed by the transportation 
company accepting and carrying the goods. 

You can rely on our continued codperation until the goods 
are located or until the railroad company reimburses you, should they 
prove to be lost in transit. 


Sincerely yours, 
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Damage in Transit. Although damage in transit may be 
due to any of a number of causes, it usually results from 
bad packing on the part of the shipper or careless handling 
by the transportation company. In the answer to the 
following complaint, note that the writer fixes the blame 
on the railroad company and offers to file claim in behalf 
of the customer. Had the damage resulted from careless 
packing, it would have been the duty of the shipper to 
assume the loss. 


LETTER No. 10 — TH= CLAIM 
Gentlemen: 


The goods I ordered on July 7 were received in a damaged 
condition. The box in which they were packed was broken open and 
the ribbon and crepe de chine were greatly soiled. Besides this, the 
goods smelled as if a quantity of kerosene had been spilled on them. 


Of course I cannot use them. Please inform me how you wish them 
returned. 
Yours truly, 


LETTER No. 11 — THE ANSWER 
Dear Sir: 


We regret to learn that the goods on your order of July 7 were 
received in a damaged condition. Investigation shows that they were 
securely packed by experienced men. The damage was therefore 
undoubtedly due to careless handling on the part of the railroad com- 
pany. 


If you will send us your prepaid freight bill bearing agent’s 
bad-order notation, and your itemized statement of the damage showing 
the amount for which claim should be filed, we shall be glad to take 
such action in your behalf. Meanwhile, if you wish us to duplicate the 
order or any part of it, please notify us. 


Yours truly, 
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Defective Goods. When goods are defective in material 
or workmanship, the house usually allows return of them 
or grants claim. Often you can induce the customer to 
keep the goods by suggesting some minor repairs at your 
expense or, in the case of machinery, some slight adjust- 
ment, as oiling, repairing, etc. Observe that the answer 
to the following complaint allows return of the defective 
articles, offers to duplicate them, and expresses regret. 
Had the customer had a lower character rating, he would 
have been required to return the goods for examination 
before any credit was promised him. 


LETTER No. 12 — THE CLAIM 
Gentlemen: 


The silk hose I received on my order of September 9 were 
not at all satisfactory. Even a hasty examination showed that several 
pairs were defective. In most cases there were drop stitches leading 


from the reinforced heels. I am therefore returning them to you. 
Please credit me with the proper amount. 


Yours truly, 


LETTER No. 13 — THE ANSWER 
Dear Sir: 

We were very much surprised to learn that defective silk hose 
were shipped on your order of September 9. These goods were in- 
spected by experienced employees, and we had hoped that no imper- 
fections would escape their notice. However, with even the best of 
us, errors creep in occasionally. 


Our experience with you has taught us that any claim that 
you advance is entirely just and we therefore ask you to please return 
the hose at once for credit. 


Kindly notify us by wire at our expense if we may ship you 
another lot in place of the defective one, and accept our sincere regret 
for the delay and inconvenience this has undoubtedly caused you. 


Yours very truly, 
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Shipment Refused at Destination. Sometimes goods 
are refused at destination and no explanation is made by 
the consignee.. In such case you will receive notice from 
the transportation company. Generally, however, the 
customer writes that he is overstocked, that the goods 
arrived too late, or that he has decided not to handle the 
line. The first of the following letters illustrates tactful 
handling, while the second quotes the record to show the 
customer’s order, points out the fact that the house has 
fulfilled its part of the contract, and insists that the goods 

_be accepted: 


LETTER No. 14 
Dear Sir: 
Word has just been received from the Wabash Railway Com- 
pany that our shipment of October 8 is at destination undelivered. 
Perhaps their notice to you miscarried or has been overlooked. 


At any rate, we hope that your failure to accept the shipment 
was due only to some temporary misunderstanding and that the goods 
are now in your possession. If not, will you please arrange to receive 
the shipment and then if any adjustment is needed it will be made 
promptly. 

We shall appreciate word from you that you have accepted 


er will do so. 
Yours truly, 


LETTER No. 15 — THE COMPLAINT 
Gentlemen: 


On December 7 you shipped me a bill of goods consisting 
of shirts and nightwear. When I ordered this merchandise I expected 
it to be forwarded about March 1. At present I am considerably over- 
stocked and do not think it will be possible for me to sell the goods. 
The shipment is still at the express office. Please let me know whether 
or not you wish it returned. 


Yours very truly, 


ADJUSTMENT LETTERS CLASSIFIED 167 


LETTER No. 16 — THE ANSWER 
Gentlemen: 
We have before us your letter of February 21 advising 
that you have not accepted our shipment of December 7, $128.25, con- 
sisting of shirts and nightwear. 


We also have before us the original order taken by Mr. H. 
B. Nelson on August 24, instructing us to ship by express between Oc- 
tober and March, with terms of April 1. A copy of this order was sent 
to you on August 30 with a letter requesting that you inform us if it 
were not correct. In this way you were given an opportunity to cancel 
but you did not, and we were therefore obligated to make shipment. 


This merchandise went forward December 7 exactly in ac- 
cordance with your instructions. You ordered No. 6601 at $30 and 
No. 2016 and 2032 at $27. At the time of shipment these items had 
declined to $18. We therefore made our invoice accordingly. We 
have fulfilled our part of the contract and it is up to you to accept the 
merchandise and send us your check to cover. 


During the past few months, we have received several hun- 
dreds of letters from customers in different parts of the country asking 
permission to return goods, and on account of the ultimate result we 
were compelled to make a ruling against it. Therefore we did not 
accept any goods unless a mistake had been made in shipping or fill- 
ing the order. Inasmuch as this ruling has been strictly upheld, it 
would not be justice to our other friends and customers if we were 
to make an exception and accept the return of this merchandise from 
you. 


May we point out to you that the terms remain the same 
whether shipment were made in December or on March 1 as you had 
expected? In either case the bill had April 1 dating and in shipping on 
the earlier date you have had the longer opportunity of selling the 
goods. 


The express company will not hold this case of goods in- 
definitely and it is therefore our advice that you accept it. We dis- 
claim all liability, having shipped in exact accordance with your order. 


This item is now due and payable and we shall appreciate 


an early settlement. 
Yours very truly, 
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Goods Returned without Permission. Most houses do 
not allow the return of goods without permission. When 
the customer disregards this rule, your letter may state 
that the order was filled correctly and. promptly and ask 
the reason for the return of the goods. 

This letter shows how the matter may be handled: 


LETTER No. 17 
Gentlemen: 


The Ladies’ Silk Hose which you returned May 1 have 
been received, but we cannot enter credit for them till we know the 
reason for their return. Apparently we filled your order of April 9 
correctly and within a reasonable time after its receipt, but if we are 
at fault in any way, let us know and we will gladly make prompt ad- 
justment. 

Yours truly, 


Deduction Made by Customer. The customer some- 
times makes deductions to which he is not entitled. This 
calls for a letter setting forth in a careful manner the 
reason why the claim cannot be allowed. Sometimes the 
check is returned for correction and at others applied on 
open account. Read Handling Remittances in the pre- 
ceding chapter. Note what is done in each of the following: 


LETTER No. 18 — THE CLAIM 
Gentlemen: 


I am enclosing check for $50.85 in payment of your invoice 
of January 12. You will note that I have deducted 10% discount to 
which I believe I am entitled, but this is subject to your acceptance. 


Yours very truly, 
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LETTER No. 19 — THE ANSWER 
Gentlemen: 


Thanks for your remittance of $50.85 which we have placed 
to the credit of your account. 


Your letter states that you have deducted 10% subject to 
our acceptance. We are glad that you have taken this attitude toward 
the deduction and especially sorry under such circumstances that we 
can’t allow it. We have gone carefully over the facts in the case and 
believe it would be unfair to our other customers and to us for the al- 
lowance to be made, since the order was shipped by freight upon your 
instructions, and upon the date you specified. You are, however, en- 
titled to 2%, so that the balance due us is $4.52 instead of $5.65. 


Very cordially yours, 


The next letter is written to a merchant who has de- 
ducted the full amount of freight paid, because shipment 
was made from the factory in Kalamazoo instead of the 
warehouse in Chicago. This was very evidently not done 
intentionally. Observe that the correspondence has a 
personal touch. 


LETTER No. 20. — THE CLAIM 
Gentlemen: 


We enclose Chicago exchange! for $436.75 which covers 
your bill dated March 17 less $30.80 freight charges as agreed. 


The goods are selling well. Tell Mr. Todd that we’ll be 
ready to see him in about three weeks. 


Yours truly, 


1 Chicago exchange is remittance sent from any point payable at par 
in Chicago. Banks charge for the transmission of money; exchange is a 
check or draft on which charges were paid at the point of sending. 
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LETTER No. 21 — THE ANSWER 
Dear Mr. Murphy: 


Your remittance of $436.75 in payment of invoice of March 
17 was received today and properly accredited to your account. Please. 
accept our thanks for this check. 


Shipment of March 17 was made f.o.b. Chicago and the 
correct amount to equalize freight charges’ is $20.53, since the rate 
from Kalamazoo was $30.80 and from Chicago would have been $10.27, 
You have deducted the full amount, which we know was an oversight 
on the part of your bookkeeper, and there is still due us this $10.27, 
We should be glad to have check for this amount in order to complete 
the settlement. 


Mr. Todd will be delighted with your message. Accord- 
ing to his itinerary, he should be in your city about the tenth of next 
month. If you need him earlier than that, a word to us will bring him. 


Best regards to Mr. Moxon and all the boys. 
Very truly yours, 


Credit Taken the Second Time. Occasionally a cus- 
tomer will take advantage of a credit the second time. 
This may be due to an error, and in your letter you should 
usually assume such to be the case. Note the following: 


LETTER No. 22 


Gentlemen: 


Your check of March 16 for $400 reached us today, and we 
were about to place it to your credit when we noticed your deduction of 
$25 covering our credit memorandum of January 4, of which you took 
advantage when remitting February 6. 


‘, The term to equalize freight charges needs explanation. Frequently 
shipments are sold f.o.b. one point and shipped from another. To equalize 
is to allow the difference in freight charges between what the consignee paid 


from point of shipment and what he would have paid if shipped from point 
stated in the agreement. 
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As this second deduction is evidentiy an error and as your 
bookkeeper may wish to cover the bill with one voucher, we are re- 
turning your check herewith and ask that you send us remittance for 
the full amount. 


We hope that everything is going well in your part of the 
state. Most of the reports we have received from your section indi- 
cate favorable conditions. 


Yours truly, 


LETTER NO. 23 
Gentlemen: 


Our auditor has just called my attention to the fact that 
when remitting for your July invoices you deducted $30 representing 
our credit of May 10, although according to our records you had de- 
ducted this allowance on June 1. Please compare this statement with 
your records and advise if we are in error. Finding us correct, you 
may include the deduction in your next payment or send us a separate 
remittance to adjust the difference. 


Yours truly, 


STUDENT’S WORK 

1. Analyze Claim Letters Nos. 3, 7, and 12 on the 
principles established in Chapter Thirteen. 

2. Analyze Letters Nos. 4, 8, 9, and 16 on the principles 
established in Chapter Fourteen. 

3. Analyze Letters Nos. 18, 19, 20, and 21 on the prin- 
ciples established in Chapter Fifteen. 

4. Who was wrong in the incident treated in Letters 
Nos. to and 112 What was the attitude of the adjustment 
manager? Assume that the goods were carelessly packed 
and write an answer. 

As correspondent for the Grant Dry Goods Corpora- 
tion, write answers to at least two of the following claims. 
Use the model letters given in this chapter as standards. 
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Letter No. 1. The Harris Clothing Company, Terre 
Haute, Indiana, have received from you a shipment of 
goods in a damaged condition. They claim that the mer- 
chandise was not properly packed, as the boxes appeared 
frail and badly broken. They further state that the silk 
goods, $140, and ribbon, $37.50, cannot be used at all 
and ask permission to return them. You allow the claim. 
Write a letter properly adjusting the matter. 

LETTER No. 2. On September 15, 1923, you sold Lloyd 
& Barnes, Marion, Ohio, a bill of goods amounting to $100. 
The terms were 2% cash, 30 days net. It is now October 25. 
You receive their check for $98. Write them a letter 
explaining that you cannot allow the deduction. Also tell 
them what you are doing with their check. 


SUPPLEMENTARY EXERCISE 


LETTER No. 3. The Culver Dry Goods Company, 
Muncie, Indiana, ordered a bill of goods for you on fuly 8 
for fall shipment. On September 20, the merchandise was 
carefully packed and put in transit. October 1 the railway 
company notifies you that the goods have not been accepted 
at destination. Write a letter that will exactly meet the 
requirements of this situation. 

Letter No. 4. The Porter Clothing Store, Danville, 
Indiana, write the house complaining that on their order 
of November 4 they received an inferior grade of ribbon, 
not at all what they had specified. Write a suitable ad- 
justment letter. 
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The success of any business house depends largely upon 
the careful and intelligent handling of credit, for it is only 
through careful and intelligent handling that collections 
can be made promptly and effectively, and the good will 
of the customer retained. Every business, from the largest 
to the smallest, must carefully consider the financial 
responsibility of each customer to whom it extends credit, 
for credit is the foundation of business. In wholesale and 
jobbing houses and in department stores, there is a credit 
manager whose duty it is to investigate thoroughly the 
financial standing of every customer. It is he who must 
decide whether credit should be granted or refused and if 
granted, what line of credit! should be extended. In order 
to obtain the information on which he may act intelli- 
gently, he must secure answers to the following eligi 
concerning the customer: 


1. How much ready capital has he? 

2. What is the relation between his liabilities and his 
assets? 

3. What is his character and business ability? 

4. What is his standing in his community? 

5. What chance for success has he? 


The credit manager should not be satisfied until he has 
at least as much information as reliable answers to these 
questions will afford. 


! Line of Credit. The maximum amount the debtor is allowed to owe at 
one time. 
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Where to Obtain Information. The following sources 
of information are available: 


1. The reports of commercial agencies 

2. The customer’s references — his principal creditors 

3. Banks and business houses in the customer’s com- 
munity 

4. The customer’s property statement 

5. The customer’s previous record with your house 

6. The Credit Clearing House 


The most general source of information is the reports of 
‘ the commercial agencies. It is to these that the credit 
manager turns first. If the customer is not listed or if the 
information is not recent, he asks the agency for a special 
report. He also immediately sends inquiries to the list of 
the customer’s creditors (the firms who have sold him), 
which a good salesman sends in with an initial order. If 
the salesman has not sent such a list and if the agency report 
does not give them, the credit manager writes the customer 
for them. Frequently inquiries as to the customer’s 
character and general standing are sent to the banks and 
business men in his community. 

When the information does not justify extending credit, 
the credit manager may request the customer to fill out 
a blank property statement which he encloses with his 
letter. Some houses require such a statement from every 
person asking credit, and by getting a new one once or 
twice a year keep it up to date. There is indeed a mutual 
advantage in a property statement. It gives the creditor 
the most reliable information obtainable (when  sub- 
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stantiated by reports from other sources) and also keeps 
the debtor informed of the state of his own business. 

When requesting the statement, you must take care not 
to give offense. You may explain that it is the custom 
of the house or that by so doing you hope to safeguard 
your mutual interests. If the customer takes offense and 
writes you an angry letter, make it an opportunity to 
write him an educational paragraph or two on credit 
problems. When you have once asked for the property 
statement, insist that it be sent and do not ship any goods 
until you have received one showing clearly that the 
customer is entitled to credit. It may be that you will 
have to ask cash in advance. 

Advice and Information to Customer. The credit 
manager should carry the spirit of service far enough to 
inform and advise his customers on credit problems. For 
example, he may inform them of market conditions and 
indi¢ate the kind of goods likely to be in most demand. 
He should tell them when prices are at a particularly low 
level or are due to advance, when shipping terms are 
unusually advantageous, when a shortage of merchandise 
impends, etc. All of this information should be conveyed 
in such a way that the customer can see that it would be 
to his advantage to act upon it, but in no case should the 
credit manager urge his customer to buy. There is one 
large factor of which the credit manager is ignorant, a most 
important factor — local conditions — and the customer 
must be encouraged to rely upon his own judgment. How- 
ever, the credit manager’s experience and training will en- 
able him to advise concerning the size of the order. He will 
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sometimes suggest that the size of the order be reduced 
or, on the contrary, if the customer’s credit standing is 
good and market conditions are favorable to the customer, 
that it be increased. Credit managers as well as sales- 
managers must remember that nothing is gained by over- 
selling a customer no matter how good his credit. 

Much information concerning the nature of credit 
and its problems may be given as occasion arises. The 
wide-awake credit manager will be ready to take advan- 
tage of every opportunity to show that judicious grant- 
ing of credit is of mutual advantage to himself and to 
his customer. He will explain that if present prices are 
to be maintained he must be able to collect outstanding 
accounts. Finally, he will point out the consequences of 
failure. 

Letters Asking for References. When you receive an 
order from someone with whom you have not previously 
dealt, you will set about getting credit information. If 
the salesman has failed to accompany the order with a list 
of references, or if it is a mail order, and if shipment is not 
justified by reports from commercial agencies, you may 
write the customer a letter asking for the names of several 
concerns with whom he is dealing. You will take care not 
to offend. Explain that it is the general business custom 
to require references. Mention your desire not to delay 
the order. Some credit managers, although not all are 
agreed on the advisability of this, suggest that the order 
be handled on a cash basis to save time. Note carefully 
the courteous tone of the letter on page 178. 
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LETTER No. 1 


Dear Sir: 


Since receiving the order for paper boxes on July 8, we have 
been endeavoring to obtain credit information through the usual chan- 
nels, but without success. 


Our records show that we have not had any previous trans- 
actions with your firm, and rather than further delay the work on your 
order, we are writing direct to you, as doubtless you will be glad to 
furnish us as references the names of several concerns with whom 
you are at present dealing on regular terms. Such a procedure is cus- 
tomary and we assure you that as soon as satisfactory information is 
received we shall be glad to give your order precedence with a view of 
offsetting as far as possible the delay already incurred by reason of this 
inquiry. 


Perhaps, however, it may not be your wish that we take any 
additional time to make inquiry in this instance, and if so we would 
suggest that you let us handle this order upon cash terms, with the 
understanding that our investigation be completed and used in con- 
nection with any future orders that you may send us. You will find a 
memorandum enclosed. 


Yours very truly, 


Some credit men consider a request for cash in advance 
virtual declination of the order and would conclude the 
letter with the second paragraph, making the request for 
cash in a later letter after other methods had failed. 

Follow-up Letter. If the merchant is unrated and 
without general references, and fails to respond to such a 
letter as the foregoing, it is a pretty good indication that 
he is unable to pay cash or to furnish references and that 
the account is undesirable. However, if you have reason 


to believe otherwise, a further attempt may be made and a 
follow-up written. 
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LETTER No. 2 
Dear Sir: 


You have not replied to our letter of July 12, in which we ac- 
knowledge your order of July 8 and suggest references or an advance 
remittance to enable us to proceed with it. 

This is a real disappointment to us, as we had hoped to estab- 
lish business relations with you. We repeat our willingness to extend 
you credit on regular terms provided you will let us have the informa- 
tion upon which credit is based. 

From your experience as a mcrchant you know that credit 
cannot be granted to an unknown person. We are only asking you to 
do what you require your customers to do. 

Will you not let us hear from you? 


Yours very truly, 


There is no set limit to the number of letters to be 
written. Circumstances must determine. 

Letter Asking for Property Statement. You have 
already learned that a letter calling for a property state- 
ment should be so constructed as not to give offense. The 
following illustrates a very simple, but courteous form of 
this kind, written to a former customer now reopening his 


account. 
LETTER NO. 3 
Dear Sir: 
We thank you for the order which you placed with our Mr. 
Harry Pastor, amounting to about $2000. 


In looking through our files we do not find any recent infor- 
mation regarding your affairs, and therefore take the liberty of sending 
you one of our statement forms, asking that you fill it out and return 
to us. Inasmuch as you are operating several stores, will you please 
include assets and liabilities of whatever nature arising from all your 
business operations? Immediately upon receipt of this statement prop- 
erly filled out, we will give your orders attention. 


We assure you that your courtesy will be appreciated. 
Yours very truly, 
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The following letter asks for the property statement and 
the names of principal creditors. Observe the efforts to 
avoid giving offense. It ‘may be noted here that property 
statement forms always require the names of creditors. 


LETTER No. 4 
Gentlemen: 


Referring again to your order of March 8 given our Mr. 
Walter P. Ryan we write to inquire whether the goods shipped opened 
up to your entire satisfaction and whether they are meeting with a ready 
sale. Reports on these goods from other customers have been uni- 
versally enthusiastic and no doubt you too are finding them winners. 


As you know, a good portion of this order has been deliv- 
ered. There remains for shipment the goods for fall delivery, ship- 
ment of which would extend your line of credit to $1500. While we 
believe you enjoy the reputation of meeting your bills in a satisfactory 
manner, we have no definite information to justify credit in such an 
amount. As a merchant yourself, you appreciate that the creditor 
must have a fair knowledge of the debtor’s income and financial re- 
sponsibilities. For this reason we ask you to let us have the custom- 
ary property statement, showing in detail your assets and liabilities 
and the names of your principal creditors. 


We hope that you will understand our position in this re- 
spect. We were very glad to ship a part of the goods, but to extend a 
line of credit such as is involved in the filling of the entire order, it is 
quite necessary for us to know the relation between liabilities and as- 
sets. The enclosed form makes it convenient for you to give us this 
information and we thank you now for lending your codperation. 


Yours very truly, 


On page 181 is a similar letter closing with the assur- 
ance that any information furnished will be held in strict 
confidence. This ordinarily makes it easier to obtain the 
statement. 
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LETTER No. 5 
Dear Sir: 


We acknowledge with thanks the orders recently received 
through our representative, Mr. Alder Wynne. As we have not pre- 
viously done business with you, we made the customary investigation 
with a view to determining a credit line, but the details obtained were 
too indefinite. We are therefore writing today to suggest that you fur- 
nish us with a statement based on your 1924 inventory. For your 
greater convenience we enclose one of our regular forms. 


The information furnished us will be held in strict confidence 
and used only for our mutual good. In the meantime we will go over 
the order carefully so that no delay may result. Mr. Wynne greatly 
enjoyed his call upon you, and we look forward to long and pleasant 


business relations. 
Yours very truly, 


Letters Granting Credit. Letters granting credit may 
be very simple and brief, expressing the writer’s pleasure 
and appreciation and assuring the customer he will do his 
best to serve him. Or they may be expanded to include 
sales talk or instruction in credit problems. 

The following is the simplest form of letter granting 
credit: 

LETTER No. 6 
Dear Sir: 


The credit information which you placed before us is in every 
way satisfactory, and your order for paper boxes is now being prepared 
for shipment on our regular terms of thirty days net. 


We thank you for your consideration in this matter and as- 
sure you that we shall always do our best to serve you well. 


Yours very truly. 
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The next letter illustrates the way in which sales talk 
and an explanation of the policy of the house in aiding 
dealers may be successfully combined: 


LETTER NO. 7 
Dear Sir: 
It was a pleasure to receive your initial order placed with 
Mr. Maupin several days ago, and we are glad to extend you the privi- 
lege of an open account. 


; We promise our most careful attention to your orders and 
inquiries and express the hope that the opening of the account marks 
the beginning of many years of pleasant and satisfactory business re- 
lations. 


Dennison merchandise was never more popular and more in 
demand than now, and if you will make it generally known that you 
are in position to supply our goods we feel sure that the results will be 
gratifying. There is hardly an article of our make that does not find a 
place in the home, office, or factory, and many of them are actual 
necessities. 


You will note that several of our lines are listed by dozens or 
grosses, and resell in smaller units. This arrangement enables the 
dealer to make a considerable addition to the profit indicated by the 
usual discount. 


It is also our policy to aid the dealer to increase his sales and 
profits by advertising in national organs, and through our own publica- 
tions and booklets we encourage the public to buy of him. All that we 
ask of the dealer is to have a stock of goods to supply the demand. 


Yours very truly, 


Letters Refusing Credit. Letters refusing credit usually 
make a frank and courteous statement of the fact, but may 
include credit-education material or sales talk. 

The letter on page 183 illustrates a frank but courteous 
refusal, suggesting that the customer pay cash. 
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LETTER No. 8 
Dear Sir: 
The subject of opening an account for you on our ledger has 
been under consideration, and the information received in connection 
with it speaks well of you in a personal way. 


At the same time it suggests to our minds that you find it 
difficult to meet your obligations to your own satisfaction, and much 
to our regret we are obliged for the present to ask that the account be 
kept on a cash basis. 


In view of this, we enclose an invoice for your order and shall 
be greatly obliged to you for your further favor in remitting the amount 


of it now. 
Yours truly, 


And here is a letter including some educational material 
in the second paragraph. Its tone is so friendly and its 
advice so reasonable that it cannot fail to have consider- 
able weight with the customer. 


LETTER NO. 9 
Dear Sir: 
The information which you enclosed in your letter of March 
18 has been received and we thank you for your promptness. 


In our opinion you are somewhat undercapitalized and your 
liabilities are rather large compared to your resources. We appreciate 
the fact that you have a good location and that your trade will prob- 
ably increase, but if you should have a dull season you may find it 
difficult to meet your obligations. Under the circumstances, we be- 
lieve it to our mutual advantage that our transactions be conducted on 
a cash basis. 


We hope that you will see the wisdom of this arrangement, 
and that you will send us a remittance with instructions to ship. 


Yours very truly, 
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STUDENT’S WORK 
INSTRUCTIONS 


In preparing the letters required in this and the two 
succeeding chapters, you will act as correspondent for the 
Tellson Paper Products Company, San Francisco, Cali- 
fornia. You will write letters to the commercial agencies, 
asking for a statement of the financial standing of persons 
asking credit. In many cases you will write the customer 
requesting him to give as references the names of his 
principal creditors or of banks or business houses in his 
community. You may prefer to obtain the desired in- 
formation from the customer himself, and when this is 
the case you will enclose a blank for a property statement. 
After you have secured sufficient information about the 
customer’s financial standing, you will write letters grant- 
ing or refusing credit. You will also prepare collection 
letters to meet various situations. These require diplomacy, 
tact, and firmness. 

Letter No. 1. Write a follow-up on Letter No. 2, page 
179, requesting a property statement. 

LeTTER No. 2. Assume that you have received the 
property statement requested in Letter No. 4 and find it 
inadequate for the line of credit required. Write the 
merchant offering to ship half the goods. 

LETTER No. 3. Statement requested in Letter No. 5 
was not received. Prices on many of the goods in the 
order have advanced. Write a follow-up. 
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SUPPLEMENTARY EXERCISES 


LETTER No. 4. Joseph Conrad, a dealer in Berkeley, 
California, sent you an order for merchandise amounting 
to $15,000. Your files show that your house has not had 
previous dealings with him, and the commercial agencies 
are unable to make report. Write him for the names of 
his principal creditors. 

LETTER No. 5. Your investigation of the credit standing 
of Joseph Conrad revealed that he is financially respon- 
sible and his standing in his own city good. Write him a 
letter extending the privilege of an open account. 

LeTTER No. 6. Your investigation of the credit stand- 
ing of Joseph Conrad has brought you the information 
that he has recently gone into business, that he is under- 
capitalized and that he has not usually been successful in 
his business ventures. Write him a letter refusing credit 
and add educational material. 

Letter No. 7. James F. Hines, an old customer of the 
Tellson Paper Products Company, is doing a successful 
business in Denver, Colorado. Lately his orders have been 
unduly large, considering the relation of his assets to his 
liabilities. Write him a letter suggesting a limit of his 
credit, naming the amount, and add whatever material for 
credit education you think wise. 
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If the house recognizes the mistake of continuing to 
carry accounts with firms which must be dunned month 
after month, the task of collecting will be greatly lessened. 
If it handles the granting of credit carefully and intelli- 
gently, the work will, as you have already learned, be 
further reduced. But collections must still be made. The 
wisest credit manager, however gifted he may be with 
foresight, cannot avoid all mistakes. He will find that 
reverses of fortune which could not be anticipated will 
befall some of his customers and cause their accounts to 
become overdue. In view of these facts every house must 
have an effective collection system and make use of care- 
fully planned letters. 

A Good Collection System. You have already learned 
that every house must have a regular policy of granting 
and maintaining terms of credit. This is indeed important, 
but it is also essential that it possess a definite plan of 
making collections. This must depend upon the following 


matters: 


Under what circumstances shall extensions be granted? 
How long shall accounts be permitted to run? 

What steps shall the collection effort include? 

How often shall these steps be taken? 

When shall an account be taken to court? 

When shall the effort be abandoned entirely? 


Nn BW YN H 


Some houses employ an adjuster whose business it is to 
call upon delinquent customers, personally investigate 
conditions, and effect a settlement by cash, notes, or fore- 
closure. He is a very important and valuable man and 
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is sent from point to point as the size of the account and 
conditions may warrant. Lacking such a man on the 
staff, sometimes the credit manager finds it advantageous 
to make a personal call. However, the collection efforts 
are made chiefly through letters. Sometimes a single 
letter, effective through the element of human interest, 
will do the work; but generally a series — carefully planned 
— of three, five, or even more will be required. 

Success requires promptness and regularity in sending out 
the letters. A statement should be sent to arrive when 
the account is due and at regular intervals thereafter. 
Methods must not be careless and slipshod. 

In order to prevent errors and to insure more effective 
work, a careful record should be made of the letters, drafts, 
etc., sent to each customer. Some houses make use of a 
card file for this work, while others merely enter necessary 
notations on the register opposite the account. 

Qualifications of the Writer. There are two kinds of 
collection letters — (1) those designed to collect the account 
and at the same time to retain the good will of the customer 
and (2) those designed to collect at any cost. In writing 
the former you should use as much diplomacy as the situa- 
tion will permit. In writing the latter, you will also use 
diplomacy, but without relaxing in firmness or fearing the 
loss of the account. To write either successfully is the 
task of a real man. You must use all the tact you possess. 
It will be entirely fatal to go blundering through your 
letters, using sharp language, displaying violent temper, 
dealing out insults, and making reckless threats. When you 
take a position, you will not recede from it unless obviously 
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at fault. Never explain or apologize for asking for what 
is due you. Don’t ask for payment because you need it, 
but because it is yours and you are entitled to it. Tell 
your customer that when he borrows from a bank he gives 
adequate security and pays promptly when the amount is 
due. Show that the case is not different when he buys 
goods from you on credit, except that you did not ask for 
collateral. You will not lose sight of the fact that your 
goods were sold and delivered according to contract. 
Make a strong point of this. Lead your customer to a 
position where he will pay or ask for an extension of time. 
In every letter your demand should be so clear as to leave 
the definite impression that the account in full must sooner 
or later be settled. 

If you wish the greatest measure of success, you must 
know as much as possible about your customer. You 
should never work wholly in the dark. You must know 
his financial standing and something of his character. 
Classify him as good pay, poor pay, or bad pay. Keep in 
mind also the question: Am I dealing with a business man 
or an individual probably unacquainted with credit prob- 
lems? The two classes require different letters. 

Finally, you must be thoroughly acquainted with the 
policy of your house and make each letter conform to it. 
Keep in touch with the treasurer and find out when money 
will be needed most. In addition to all this, learn to inject 
sales talk whenever possible, but not of course when writing 
to one whose business you do not wish to retain. 

Tone of the Letter. A collection letter should always be 
dignified. Do not try to be funny. Few people can handle 
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humor successfully and even then they could perhaps 
accomplish their purpose better without it. Your letters 
should always be courteous and friendly. There will of 
course be times when your appeals will fail and you must 
cease to be friendly, but even under these circumstances 
carefully avoid anger. Friendship and price furnish the 
basis for many a successful appeal. Anger and insult 
destroy both. Let the tone of your letter, therefore, be 
dignified, courteous, and friendly. 

How to Write Collection Letters. The collection effort 
consists of six definite steps as follows: 


1. A statement to arrive when the account becomes due 

2. Reminders or notices 

3. Appeal when the cause is unknown to instincts and 
interests such as the sense of justice, pride, self-interest, 
etc., using the customer’s education in credit problems as 
a basis of appeal 

4. Appeal when the cause is known 

5. The use of veiled or open threats 

6. Recourse to collection agencies or courts 


The effort, of course, ceases when the account is settled. 
You may decide in advance to use but three of the steps — 
for example, a statement, an appeal, and a threat — or you 
may follow out the whole collection effort. 

The number of letters may be the same as the number of 
steps taken, but many houses, particularly those willing 
to exercise a great deal of patience, write many more. 
There may be three or four reminders and equally as many 
appeals or threats. 
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The First Step — the Statement. An invoice — that is, 
an itemized list of the merchandise, described by lot 
number, quantity, size, price, terms, and kindred informa- 
tion —is mailed when shipment is made. A statement, 
a simple form on which is written the date of invoice, 
terms and amount due, is mailed to arrive at maturity of 
the invoice. It is the first step in the collection effort. 
Needless to say, it should not be mailed to those customers 
whose remittances always reach the house on the date of 
maturity. ; 

The Second Step — Courteous Reminder. The second 
step consists of one or more courteous reminders. In these 
letters you assume that the customer’s failure to pay is 
due to an oversight. You may also ask whether there is 
an error in the bill. This is not only an act of courtesy - 
but a thing that strengthens your case later. Any num- 
ber of reminders could be sent, but three are an average. 
Sometimes sales talk can be used to advantage, the merits 
of certain goods being stressed in the hope that the cus- 
tomer will have an added reason for keeping his credit 
good, but most successful collectors advise against it. 

The following is a clever combination of a statement and 
reminder. 


LETTER No. 1 


Gentlemen: 

Remittance for your account as shown by the enclosed 
memorandum has not reached us within the discount period and, as 
we do not issue monthly statements, this method is taken of calling 
it to your attention. 


Yours very truly, 
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The next illustration not only assumes an oversight but 
asks whether or not the statement is correct: 


LETTER No. 2 
Gentlemen: 
It is doubtless an oversight that settlement of your account 


amounting to $40 has been delayed, as it is past due under our regular 
terms of sale. 


If the statement is correct, will you please send us check 
for the amount so that we may include it in our collections for this 
month? 


Your usual attention to matters of this kind is anticipated 
and we thank you for the courtesy. 


Yours very truly, 


Your letter may be made stronger and more pointed by 
calling attention to past unanswered correspondence or by 
asking that a remittance be sent immediately or before a 
definite date — as, by return mail, by June 4, etc. Note the 
following: 


LETTER NO. 3 
Gentlemen: 


No remittance has reached us during the past few weeks 
to clear our records of your indebtedness. In order to accord with the 
terms of sale, your payment should have been made at maturity of the 
invoice, or three months ago. You have not made even partial pay- 
ment. We realize that it isn’t always possible for a man to settle his 
account as promptly as he might wish, but at the same time you will 
agree that payments should not be delayed indefinitely. 


In view of this we must ask you to arrange for an immedi- 
ate settlement. 


Yours very truly, 
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The Third Step — Appeals to the Customer When the 
Cause of Nonpayment is Unknown. If-you do not receive 
any reply to your statement and reminders, you may 
write letters appealing to the customer’s sense of justice, 
pride, or regard for reputation. Quite often the customer 
will prove to be one who is experienced in business and 
understands credit problems. In such case you can use his 
training as the basis of an effective appeal. Explain how 
complex the whole system of credit really is and show that 
every failure affects its stability. Also stress the fact that 
when the house is able to make collections promptly, it can 
meet its bills without borrowing money and paying out 
larger sums in interest and that in this way it can make 
better prices to its customers. 

Naturally these appeals must be personal and human in 
tone. You should get the customer’s point of view and 
make frequent use of the pronoun you. Be courteous but 
not overly polite, for this would certainly mark your work 
as that of an amateur. For example, do not say, Your 
account is somewhat overdue. Omit the word somewhat, for 
the account is either overdue or not due. Finally, be brief 
and concise. In general, a short collection letter succeeds 
better than a long one. 

The following letter appeals to the sense of justice and 
demands immediate settlement. Unless you have decided 
drastic action is necessary, a softer tone — using the same 
argument — would be more effective. Note that it calls 
attention to regular terms, mentions use of the money 
without cost, and closes with a positive demand for pay- 


ment. 
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LETTER No. 4 
Gentlemen: : 
You still owe us for purchases of July and August. This is 
contrary to our regular terms and has been called to your attention. 


You have had this $460 for use in your business without 
cost to you for the last six months, and it is no more than just and 
right that we should now use it for a while. 


We never like to demand a payment, but must in this in- 
stance insist on a settlement at once. 


Yours truly, 


Quite often a brief appeal to pride or regard for reputa- 
tion proves equally effective. Note this one: 


LETTER NO. 5 
Gentlemen: 


For some reason you have not replied to our statement 
and letters calling attention to your account of July, amounting to $350. 
° 


We are at a loss to understand this. Surely you want to 
keep your credit good, and the only way to do this is to pay your bills 
promptly. Suppose a business concern should ask me how you pay 
your kills. What would I have to tell them in view of the fact that the 
accowit was due August 1 — two months ago! 


Please attend to this matter at once. Don’t take time to 
write. Simply place your check in the enclosed envelop and mail it 
today. 

Yours truly, 


The illustration on page 195 shows a brief but effective 
appeal to the customer’s training in credit problems. 
Note the swift movement of the letter. 
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LETTER No. 6 
Gentlemen: 


You have not settled your account. 


There must be a reason why our statements have been laid 
aside and our letters have not been answered, yet there is nothing in 
our files to show that you have offered an explanation. It appears that 
the invoices are correct and the goods satisfactory, since you have not 
informed us to the contrary; therefore we naturally expected that the 
bills would be paid promptly when due. You know that prices are 
based upon terms of sale, and therefore prompt payments are re- 
quired. 

Now, we feel that we have given you all the extra time you 
can reasonably expect, and we urge you to send us-by return mail your 
check for $350 to cover invoices of June g and July 17. 


Yours very truly, 


The following :etter shows a more detailed appeal to the 
customer’s credit training: 


LETTER NO. 7 
Dear Sir: 

There is a balance due of $400 on your account concerning 
which we have written you on numerous occasions. You have not re- 
plied, which is very discouraging to us. If you cannot pay the amount 
now, you should so inform us and let us know when you expect to be 
able to pay. Perhaps then we could suggest a means of settlement. 


You understand the necessity for prompt collections in your 
own business, and we assure you that they are just as essential all 
along the line. When you meet your obligations promptly, we in turn 
can meet ours. If we are to obtain such terms from our manufac- 
turers as will enable us to make good prices to our customers, we 
must pay our bills promptly. But when our money fails to come in 
regularly on the date due, we must borrow and pay interest on large 
sums. To meet this extra expense, we are compelled to increase our 
selling price. Can you not see, Mr. White, that this is a disadvantage 
to us both? 

Please let us hear from you by return mail. 


Yours truly, 
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Sometimes a telegram or a registered letter asking for 
immediate payment proves more effective than the cus- 
tomary collection letter. 

If the customer has ignored your statement and re- 
minders, you may assume that he is in financial straits and 
will probably need whatever help the house can give him. 
If the assumption is correct, he will usually respond to 
certain inducements which are ordinarily offered. For 
example, you may suggest that he accept one of the fol- 
lowing: 

1. To pay by instalments 
2. To give his note with security 
3. To apply for an extension of time 


The following letter has proved very successful in secur- 
ing a reply by making an offer to accept payment of part 
of the account: 


LETTER No. 8 
Dear Sir: 


You have not replied to our letters of July 20 and August 1, 
in which we have endeavored courteously to effect a settlement of 
your overdue indebtedness. 


At this time of the year, we find it necessary to make prompt 
coliections of matured accounts, and if you cannot pay the entire 
amount, we will accept $50 now and the balance September 1. 


Please let us hear from you at once. 


Yours truly, 
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STUDENT’S WORK 


LETTER No. 1. Is there a veiled threat in Letter No. 4, 
page 194? If so, rewrite in softer tone. 

As correspondent for the Tellson Paper Products Com- 
pany, write at least two collection letters required by the 
following situations: 

LetteR No. 2. The Campbell Dry Goods Company, 
Spokane, Washington, bought 5M tags @ $5.00 per M, 
July 15. Tellson’s terms are strictly net 30 days. It is 
now September 1. You have sent the usual statement to 
arrive when the account was due. Write a courteous re- 
minder. 

LETTER No. 3. The Campbell Company for some reason 
ignores your statement and letter. Write a letter making 
an appeal to the sense of justice. Follow carefully the 
suggestions given in the foregoing discussion. 

LetTER No. 4. Assuming that The Campbell Dry Goods 
Company has not answered your last letter, write an 
appeal to pride or self-interest. 

LETTER No. 5. C. A. Sharp & Company, Portland, 
Oregon, bought an order of crepe paper amounting to $175. 
The purchase was made June 28; it is now August 14. 
You have sent the usual statement and courteous letter. 
Write a stronger reminder, still assuming an oversight and 
asking if the account is correct. 
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- Fifth Step - 
Veiled and Open Threats 
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This chapter presents the fourth, Afth, and sixth steps 
of the collection effort. Both come at a critical time and 
require good judgment and considerable tact. 

The Fourth Step — Appeals when the Cause is Known. 
The following situations are common when the cause for 
nonpayment is known: 


1. Temporary embarrassment of the customer due 
(a) To overstocking 
(0) To selling at prices too low to yield a sufficient 
profit 
198 
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2. Partial failure of customer in business 
3. Complete failure of customer in business 


These are situations that call for ‘“understanding” 
letters. Fortunately, you know why the customer has 
failed to pay and can make your appeal with greater 
definiteness. In all such cases you should extend a help- 
ing hand, for this will probably enable all to pay except 
those who have failed completely in business. 

While in every instance your collection letters should 
be carefully planned to meet every detail of your customer’s 
condition, you should make an appeal with such induce- 
ments as those mentioned at the close of Chapter Eighteen; 
namely: 

1. To pay by instalments 
2. To give his note with security 
3. To apply for an extension of time 


The following letter and answer show how the situation 
should be handled when the customer has become financially 
embarrassed because of overstocking: 


LETTER No. 1 

Gentlemen: 

I regret that I cannot pay my account of $350 which is now 
three months past due. Last fall prospects seemed favorable for a 
good trade, and I bought too heavily of clothing and dry goods. Con- 
ditions soon changed and my sales fell off rapidly. The result is that 
I find myself greatly overstocked and with barely enough money to 
keep going. 

If you will wait on me till September, I will try to pay the 
amount I owe you. . 

Yours very truly, 
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LETTER No. 2 — THE ANSWER 
Dear Sir: 


We appreciate the frank spirit of your letter of March 2. 
An error realized is half overcome. 


Now as to payment, we should be very glad to assist you by 
waiting until September as you ask, but do you realize, Mr. Bennett, 
that you already have had the use of this money for several months 
without cost to you? Had you borrowed it at a bank, you would have 
given security and paid the usual rate of interest. Business credits 
are interwoven and overlapped, and when a merchant fails to settle 
promptly as agreed it merely means that someone else farther up the 
line suffers in consequence. 


We believe that this phase of the matter had not occurred to 
you and that you will not want to work an injustice on anyone. For 
this reason we ask you to make another effort to send us at least $100 
on account and let us have your note for the balance payable Septem- 
ber 15. Note bearing 6% interest is enclosed; please sign and return 
with your remittance to Sent us by the roth. 


Very truly yours, 


In the foregoing letter there is a frank and courteous ap- 
peal to the sense of justice which properly prepares the 
way for the terms offered in the last paragraph. 

It is very probable that the man who could write Letter 
No. 1 would respond promptly to Letter No. 2 in the 
manner indicated. Assuming that he was a different sort 
of man and were to send in another order without arrang- 
ing to pay his indebtedness, your position would be greatly 
strengthened; for you could refuse to fill it till his old 
account is settled. 
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The following letter is an example of the way of handling 
this situation: 
LETTER No. 3 
Dear Sir: 


In acknowledging your order of March 6 for goods amounting 
to $200, may we say that in view of your letter of March 2 regarding 
your overstocked condition, it is rather large for a fill in?* 


It is always a matter of regret to us to disappoint a customer, 
but we cannot increase your line of credit, and until you settle your 
present account by cash or secured note we must withhold shipment. 


As soon as we hear from you with settlement, the merchan- 
dise will be rushed forward, although we counsel a reduction of the 
order for your own good. 


Very truly yours, 


When the customer partially fails in business, you may 
again find it well to propose a small payment down and a 
note properly secured for the balance. 

If the customer is known to be an excellent personal 
risk — that is, of good character and business judgment — 
it is wiser to grant an extension, through secured notes, 
on the full amount. In thus enabling him to get upon his 
feet you assure the eventual payment of the whole, while 
in extracting part cash, it is true that you have what you 
have but you may never get any more. 

When the customer fails completely in business, you 
will find that it avails nothing to write letters. If he takes 
the bankrupt law, you can put in your account with other 


* Fill in. Goods ordered from time to time to complete broken lines. 
In shoes, for instance, sizes 5 and 6 may be sold out while other numbers 
are still in stock. The reorder on these two sizes would be a fill in. 
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creditors and share with them. At some future time, 
should your customer again get started in business, you 
can make a fresh appeal; but if he has been discharged in 
bankruptcy, you will have no legal recourse, and many 
debtors consider that a failure wipes out all debts. 

The Fifth Step — Veiled and Open Threats. Should 
your previous appeals fail to effect a settlement, you will 
be compelled to threaten a change to more forcible means. 
You will leave friendship behind, but this does not mean 
that you should use angry and violent language, for this 
probably would make it impossible to resume friendly 
relations later, should you desire to do so. Never make a 
threat which you do not expect to put into effect if neces- 
sary. You may use either veiled or open threats. A 
veiled threat is always so vague and indefinite as to leave 
the customer in doubt as to the course you are going to 
take. Its uncertainty makes it effective, as the imagination 
of the merchant is likely to picture the worst consequences 
in case of failure to pay. Open threats state definitely 
what the writer expects to do. 

The usual threats are: 


t. To place the account in the hands of a collection 
agency 
2. To place the account in the hands of an attorney 


Formerly many houses were in the habit of threatening 
to send a sight draft, but this practice has proved ineffective 
and is now not generally used. In fact, many dealers prefer 
to have the draft sent and do not at all consider it a re- 
flection on their credit standing. 
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Sixth Step — Recourse to the Collection Agency or the 
Courts. The threat to place the account with a collection 
agency is in many cases successful. The agency aims 
merely to get the money. It cares nothing for the good 
will of the customer. Its methods are swift and stern. One 
or two strong appeals are promptly followed by a pointed 
threat of legal action. 

The following is typical of the brief threat to place the 
account with an agency: 

LETTER No. 4 
Dear Sir: 


You have not replied to any of our letters in which we re- 
quested settlement of your account, now four months overdue. 


We have been very patient in this matter and have offered to 
accept a small payment now and the remainder in September. How- 
ever, you have ignored every offer, and consequently we have decided 
that unless you send us your check by May 23, we will place the ac- 
count in the hands of a collection agency. 


Very truly yours, 


The threat to place the account in the hands of an 
attorney or with the house’s legal department should come 
only as a last resort and not then unless suit is actually 
to be instituted in case of failure to pay. 

The following letters show how such threats should be 
expressed: 


LETTER NO. 5 
Dear Sir: 


You haye been reminded several times of your overdue ac- 
count amounting to $350. 

We have tried to point out to you in a courteous manner the 
importance of settling it, but for some reason unknown to us you have 
failed to remit or even to reply. 
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Any further postponement of this settlement will seriously 
impair your credit standing. Should your check covering the indebt- 
edness not reach us by return mail, it will be necessary to place the 
account with our legal department. When you allow suit to be filed, 
you advertise to the trade in general that you are not paying your bills, 
and you will find that all your creditors will insist upon prompt settle- 


ment of their accounts. 
Yours truly, 


LETTER No. 6 
Dear Sir: 


We have been endeavoring for some time to effect an ami- 
cable settlement but without success. You have not even replied to 
our letters. 


After careful consideration, we have decided to place the ac- 
count with an attorney, and will do this unless we receive your check 
by the roth. 


However, we hope that you will not compel us to take this 
action, as it would involve cancellation of all orders which we may 
have on hand for you. 


Also, news of the suit would reach your other creditors and 
cause them likewise to limit your credit and press settlement of their 
bills. 

Very truly yours, 


You will note that the foregoing letters are brief and 
positive in tone, and this should be characteristic of all 
letters carrying a threat. The writer must convey the 
impression that he means to do precisely what he says he 
will do. 

STUDENT’S WORK 


As correspondent for the Tellson Paper Products Com- 
pany, write the letters required by the following situations: 
Letter No.1. The Acme Drug Company, Pasadena, 
California, bought an order of stationers’ boxes amounting 
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to $76, on August 27. This firm has been doing business 
with you for a number of years and has received many 
favors from the Tellson Paper Products Company. It has 
previously paid all bills when they fell due. Business, how- 
ever, has become dull and it can no longer pay promptly. 
The account is now 60 days overdue, and you have written. 
Write them 3 letters, each a follow-up of the preceding one, 
threatening to place the account in the hands of a col- 
lection agency. 


SUPPLEMENTARY EXERCISE 


LeTTER No. 2. The Campbell Dry Goods Company, 
Spokane, Washington, owes you a bill of $400. They 
completely ignore your letters. Your house decides to 
cast friendship aside and to place the account in the hands 
of an attorney unless arrangements are made to pay it. 
Prepare the letter. 
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Classes of Sales Letters. There are two chief classes of 
sales letters — general, or form, letters and personal 
letters. 
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This classification is based on the writer’s point of view. 
If he is not writing to a particular person, but writes to 
fit a class or perhaps all classes of people, he writes a general 
or form letter; but if he is writing to an individual — for 
example, one who has written to inquire the price or de- 
scription of goods—and considers only the particular 
wants and needs of the person, he writes a personal 
letter. 

Form Letters. A form letter must be so planned and 
written that it will appeal to the class of people to whom it 
is sent. The writer must know a great deal about them. 
He must know whether they are educated or uneducated, 
whether they are prosperous or unprosperous, and what are 
their desires and needs. Description of the article for sale, 
explanation and proof must be presented from the point 
of view of possible buyers within the class. 

It is of course true that an occasional skillful writer will 
prepare a letter of a peculiar or very striking type merely 
to appeal to a small percentage of the people who are 
attracted by the unusual. But ordinarily one should not 
attempt to write letters of this kind. He should remember 
this fundamental rule of salesmanship in writing form 
letters: Write for and to the possible customer even though 
the letter may be sent to thousands who will not buy. 
The appeal must be made to those who will buy, and must 
never be weakened by doubts expressed on this point. 
For example, if you are writing a form letter to sell H. G. 
Wells’ Outline of History, you must assume that all your 
readers are interested or may become interested in world 
history, that they will enjoy this book, and that they are 
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possible purchasers. Of course you may not be interested, 
but if you are, eic., is not good letter writing. Assume at 
the outset that the reader is interested already or will be- 
come interested. 

Personal Letters. The personal letter, on the other hand, 
must be written’ from the point of view of the individual 
prospective customer.. The more the writer knows about 
him, the easier will he find the task of writing an effective 
letter. He should find out, if possible, whether the customer 
is rich or poor, educated or uneducated, conservative or 
liberal, etc. He should also determine his likes and dis- 
likes, his needs, and even the interesting facts about his 
family. These facts will enable him to find his customer’s 
line of least resistance. With these facts in mind and with 
a thorough knowledge of the thing he is selling, the writer 
can hardly fail, provided he follows a definite and effective 
plan in constructing his letters. 

The Process of the Sale. The process of the sale is 
properly divided into five parts — thus: 


. Getting an audience 

. Securing attention 

. Awakening interest 

. Arousing desire 

5. Compelling resolve and action 


BW N H 


As a successful sales letter can be written only by follow- 
ing a plan that conforms to these steps, your attention will 
now be directed to the explanation of each. 

Before you can give a sales talk, you must gain an 
audience with your customer. Having accomplished this, 
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your next problem is to secure attention. ‘‘Attention,” 
the psychologists tell us, “is the application of the mind 
to a given object of sense to the exclusion of other objects 
within the range of the senses.” First see to it that nothing 
about your person detracts from your proposition; then 
make sure that your customer has nothing else on his mind 
to divide his attention. Granting that conditions are 
favorable, you must then find the sort of statement that 
you know will attract favorable attention. Usually this 
should be some feature of the article you are selling, but 
it may be an appeal to some matter of human interest or 
to the emotions. 

Interest is ‘‘excitement of feeling, whether pleasant or 
painful, accompanying an object.” One hardly becomes 
interested in a thing he cannot understand or visualize. 
This requires description and explanation. It is the con- 
crete, the detailed, that arouses interest, particularly that 
detail which is closely related to life. Matters of everyday 
occurrence, such as accidents, deaths, births, and affairs of 
pride, honor, and profit interest everybody. Love, hate, 
courage, fear, etc. are universal emotions which can be 
made the basis of an appeal. Present your first descriptions 
and explanations in such a way as to take advantage of 
these emotions. 

Desire is quite distinct from interest. You may be 
tremendously interested in a thing, for example, an ele- 
phant, and yet not desire it. Desire means a longing to 
possess a thing. Before you can cause your customer to 
desire an article, you must convince his reason and his 
judgment. ‘This requires proof — arguments and evidence. 
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Inductive and deductive reasoning should be used and such 
evidence given as facts, figures, tests, and testimonials. 
If given out of a full mind and soul, these should bring 
conviction. But conviction is not identical with desire. 
You may be convinced, for example, that to buy a farm is 
a good investment and still not desire to buy. In order to 
awaken desire, you must show that possession will bring 
benefits — profit or pleasure. 

Action, the thing you must keep in mind as your objective 
from the very beginning, is the most important part of 
the sales process. It should result from conviction of the 
reason and the judgment, but may require suggestion and 
persuasion. Persuasion means an appeal to the emotions 
to control the will and move it to action. As proof and 
persuasion lead to desire and action, some writers on the 
subject of salesmanship have injected these into the outline 
of the sales process, making a number of interesting varia- 
tions, some of which resemble closely the outline of a sales 
talk or letter. 

The following are the chief variations: 


No. 1. Attention 
Interest 
Desire 
Action 


No. 2. Audience 
Attention 
Interest 
Desire 
Action 
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No. 3. Introduction or approach 
Attention 
Interest 
Conviction 
Desire 
Resolve 
Closing the order 


No. 4. Attention 
Interest 
Proof 
Persuasion 
Inducement 
Action 


No. 5. Curiosity 
Explanation 
Application 
Demonstration, or proof 
Supporting argument 
Persuasion 
Special inducement 


All these are alike in the vital respects. They begin with 
means of gaining an audience and end with action. 

They apply exactly, so far as mental processes are con- 
cerned, to sales by letter as well as to sales made in person. 

The methods adopted, however, are fundamentally 
different. 
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STUDENT’S WORK 
INSTRUCTIONS 


In the study of the several chapters treating sales letters, 
you will be required to write with originality and skill. 
It will be your duty to prepare both personal letters and 
form letters. You will act as correspondent for the Denni- 
son Manufacturing Co., Framingham, Mass. Carefully 
plan each letter, keeping in mind the steps in the sales 
process and using freely the conditions and facts about the 
soods as furnished in the exercises. Try for originality of 
thought and expression, making your opening paragraph 
especially interesting, and your closing one very forceful. 

With the help of the questions that follow, study Chapter 
Twenty very carefully, for it is the foundation for all the 
discussion of sales letters. 


QUESTIONS FOR STUDY 


1. Carefully distinguish between the two chief classes 
of form letters. 
2. What is meant by point of view in letter writing? 
3. Name the five parts comprising the process of the 
sale. 
What is attention? How may it be secured? 
Define interest. 
. State definitely just how interest may be awakened. 
. How does desire differ from interest? How does it 
differ from conviction? 
8. How should you proceed to create desire? 


ane 
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What is said of action and the means of securing 
action? 


. What is said of suggestion? Of persuasion? 


Reproduce the several outlines of the sales process. 
Comment on their variations. 


CHAPTER TWENTY-ONE 


SALES LETTERS (Continued) 


The Process of the Sale by Letter. In correspondence, 
the selling talk may be presented entirely by letter with 
printed matter enclosed or mailed under separate cover. 
Enclosures include circulars, catalogs, samples, letters of 
recommendation, testimonials, and other special forms. 
Quite often the important and necessary information that 
the customer will be most anxious to receive will be found 
in the printed matter. When the writer wishes to rely on 
the enclosure, he should mention one or two effective sales 
points and then refer directly to the catalog or booklet, 
giving the page and stating precisely where the description, 
proof, and price of the article referred to can be found. 
In addition to this, the paragraph to which he refers should 
be marked with a blue or red pencil. 
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The process of the sale by letter follows closely the 
outline you have already considered in the study of 
the sales process. Sometimes, however, when you wish 
to depend on printed enclosures, as mentioned in the 
foregoing paragraph, you will find it necessary to reverse 
at least the last two steps — that is, you will urge action 
in your letter, leaving desire to be aroused by the en- 
closures. 

The complete sales letter may follow precisely the steps 
in the outline already presented. A paragraph may be 
devoted to each step, and many houses advise their corre- 
spondents to proceed in this way, believing that the gain 
in unity of each division is more easily secured thereby. 
Indeed each of the outlines presents a definite letter plan. 

That you may thoroughly understand the process of the 
sale by letter, each part will be taken up separately and 
presented in detail. 

Securing an Audience for the Letter. Like the salesman, 
the sales letter must first secure an audience. Naturally 
the most important factors in this step are (1) the appear- 
ance of the envelope and letter and (2) correctness of address. 
_In this connection reread Chapters One and Two, pages 
5-26, on the parts and leading styles of letters; Chapter 
Three, pages 27-33, on addressing envelopes; and Chap- 
ter Four, pages 34-38, on folding and enclosing. 

A few additional suggestions will be in place here. The 
penmanship or typewriting on the envelope should always 
be good enough to show that the writer is a business person. 
Penmanship, like spelling and grammar, often reveals 
ignorance. The return card, if used at all, should be neatly 
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written or printed. Some business houses put the return 
card on the back of the envelope or omit it altogether. 

A rubber stamp or an addressing machine should not be 
used except for sending out bills, statements, announce- 
ments, and like forms, for names and addresses so written 
do not leave the impression of carrying a personal com- 
munication. 

The envelope, however, is but the first factor in securing 
an audience. The appearance of the letter counts even 
more. There are few people who do not like to receive 
personal letters. Keep this fact in mind and make your 
form letters look like personal letters. This means that 
all mimeographing and typewriting must be excellently 
done. Especially should the name be so filled in that the 
letter will have the appearance of a genuine personal com- 
munication. The greatest care should be taken in this 
matter, because some people will not read a letter unless 
they think it is a personal one, and others read only those 
form letters that appear most carefully prepared. 

No letter can have the coveted personal touch unless 
actually signed by someone connected with the business. 
While a rubber stamp may be used in form letters, it should 
be accompanied by the signature or initials of a secretary 
or clerk. A better way is to have the clerk sign the dic- 
tator’s name, but this should be done with great care and 
neatness. A genuine signature shows that someone has 
given the letter personal attention, and will do much to 
gain an audience. 

Securing Attention. Attention may sometimes be 
secured by the method of salutation, but more frequently 
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by the first sentence or paragraph, which should be short, 
interesting and convincing if not indeed striking. It may 
be a question, a command, a statement of an important 
fact about the goods or of a bargain offer, or a story. 
Whatever the form, it must be directed to the reader and 
must come within the range of his experience. It should 
be expressed in original language, but the writer need not 
resort to any tricks. 
Note carefully the following illustrations: 


1. “To be your best salesman is the ambition of the shipping tag. 
With just a little help from you and then some more help from us, 
we believe its ambition can be realized.” 

“You can double your salary.” 
“You are losing money every day.” 
“How far can you hear a human voice?” 

5. ‘Who said, ‘The world is my country and to do good is my 
religion’?”’ 

6. “Do you know that a large percentage of Packard owners 
started with only money enough to make their first payment?” 

7. “Hardly a day goes by that the busy hotel isn’t called upon to 
give a special breakfast, luncheon, or dinner service. That’s why 
these Linen-Weave napkins will interest you.” 


tee 


All of these statements, of course, have a definite re- 
lation to what follows. The first advertises a shipping tag, 
the second a business college, the third a savings bank, the 
fourth a wireless telephone outfit, and the fifth a set of the 
works of Thomas Payne. 

Sometimes an appeal to curiosity is the most effective 
means of securing attention — thus: 


“Tt picks vour pockets while you wait.” 
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Do not introduce any ideas that are not related closely 
to your subject. Every idea tends to express itself in 
action unless another one moving in a different direction 
cuts it off. Avoid any expressions calling for or inviting a 
negative answer —such as, You wouldn’t want any 
Linen Weave napkins, would you? Say instead, You want 
these Linen Weave napkins, don’t you? 

Attention is secured by a display line in the body of a 
letter, giving the most important point of the communica- 
tion, or by an enclosure, such as a sample of a beautiful 
picture or a conspicuous advertisement. 

A good beginning is so much worth while that you should 
plan it with great care. 

Awakening Interest. As your reader cannot become 
interested in a thing he does not know or understand, your 
first duty is to describe and explain it. If the article is so 
common as to be universally known, this of course will not 
be necessary. In order to make your description and 
explanation effective, you must get the point of view of the 
reader or customer. Find out his interests and his needs and 
shape your writing to cater to them. Make your language 
personal, pleasing, and sincere. Write in the spirit of co- 
operation and cause the reader to feel that his interests 
will best be served by buying your goods. Picture the 
article, its uses and advantages, but always in relation to 
him. Try to hit upon the most probable point of contact 
between your article or your proposition and your reader, 
and stress that. 

Getting the reader’s point of view will do much to make 
your description and explanation successful. You must, 
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however, avoid a mere catalog of details. A summary of 
your proposition is not sufficient. Say the vital things and 
say them interestingly. The public will read very ordinary 
facts when they are presented in an interesting manner. 
Right here, however, a caution is necessary: Do not try 
to do all the thinking for your reader. Give him credit 
for being able to draw some conclusions and put him in the 
way of discovering things for himself. The minute you do 
this, he begins to sell himself. 

Lack of proper restraint often causes inexperienced 
writers to incline to the use of general statements and 
extravagant claims. It is easy to say that your article is 
the best in the world, but that is mot convincing. It is not 
even interesting, because such expressions are so common 
as to be rated as worn-out. Some trade slogans illustrate 
effectively what is meant by restraint—for example 
“Tvory Soap 99-44/100% pure.” Note that this is much 
better than a claim of complete perfection such as “Ivory 
Soap is absolutely pure’’—and better than the claim 
“Tvory Soap is 100% pure.” 

The following paragraph of description was intended 
to create interest in tags for checking goods. Note that 
it fulfills the requirements outlined in the foregoing dis- 
cussion: 

“Where can I go to secure the most up-to-date service and refine- 
ment?” is probably the uppermost thought in the mind of the 
traveler when he reaches a hotel. The ordinary guest is fussy, and 
to secure his patronage it is necessary to impress him with the fact 
that you can give him a little more for his money than anyone else. 


That’s just the reason we are showing you these samples. Their 
crisp combinations of colors and new designs grip the attention. 
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They are different from the colorless type-printed Manila tags, and 
they represent a touch of right-up-to-the-minute efficiency and 
hostelry. Does your guest want his bag, umbrella, rubbers, or over- 
coat checked? He sees the tag you put on it, and if it’s a cheap, 
parsimonious-looking affair, somehow or other he gets the impres- 
sion that the entire equipment of the house is in the same line. 
Let him see a tag made from good stock, however, —a tag that 
fairly smacks of originality and thoughtfulness for every feature that 
can possibly please and it will make a lasting impression on him. 


Arousing Desire. The reader may be intensely interested 
in your goods and still not desire them. Before you can 
arouse desire, you must convince his mind. In order to do 
this you must make use of proof — argument and evidence. 
Both inductive and deductive reasoning may be used.! 

Evidence includes samples, testimonials, tests, facts, and 
figures. The weight of the evidence, however, depends 
upon the worth of the form used. For example, testi- 
monials must be from real authorities in order to carry 
weight, and facts and figures must be logical and correct. 

Assuming that you have presented proof sufficient to 
convince your reader that the article you sell is a good 
thing, you must next lead him to think of it in connection 
with himself. In other words, you must cause him to want 
to possess it. This you may be able to do by making an 
appeal to certain emotions — love, hate, courage, bravery, 
etc. — or to such motives as profit, pleasure, pride, vanity, 
or service. Of course, if the prospective buyer does not 
wish the article for his own use, but intends to resell, he 
will be influenced by only one thing — profit. Find what 
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it is about the thing that makes the strongest appeal and 
keep repeating it, not however in the same language. You 
may intensify the appeal by so stirring the reader’s imagina- 
tion that he will picture the satisfying sensation which the 
acceptance of your proposal, the possession of the goods 
or the doing of the service will give. For example, if you 
are selling an automobile, have the reader of your letter 
imagine himself seated at the wheel and running the car. 

The following paragraph taken from a letter designed 
to effect the sale of paper towels shows how argument 
and appeal may be used: 

“Paper towels will help you wonderfully in your effort to secure 
economy. In many representative factories they have supplanted 
entirely the old linen towel with its collection of filth and grime; 
they are made under absolutely hygienic conditions, smell sweet, 
and serve the purpose of drying as well as the linen towel. Their 
use eliminates annoying laundry bills, and, what is even more impor- 
tant, they guard effectually against contagion of all kinds in the 
wash-room. They are inexpensive and in quantities, such as you 
would probably use, can be offered at very attractive rates.” 


The foregoing is real argument, but without a strong 
appeal. Note how much the next paragraph adds to the 
argument by continuing it in the form of an appeal: 

“Vou don’t want to be responsible directly or indirectly for the 


spread of contagious diseases. Most states prohibit the public 
towel. You want safety and economy — the Sani-towel gives both.” 


Compelling Action. To obtain action by means of corre- 
spondence is not an easy matter, but assuming that you 
have followed up successfully the other parts of the process 
of the sale, your task should be much lightened. You have 
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aroused desire in the mind of your reader, and you have 
intensified it by the use of persuasion, showing him how 
the possession of the article will benefit him personally by 
contributing to his comfort or profit. 

You are now ready to use some of the following special 
arguments to secure immediate action: 


t. Supply in stock is limited. 

2. Time limit to the offer. 

3. Delay means a loss of profit to customer. 

4. Probability that prices will rise in immediate future. 


Sometimes it is wise to urge the reader to take advantage 
of a special discount or to promise the closest attention to 
his order. Suggest something definite for him to do and make 
it convenient and easy for him to do it. Note carefully the 
following quoted from a letter given later in this text: 

“To put in this system costs you little. Send us the sample that 
best fits your needs, and prompt shipment will be made. The en 
closed card shows the address of our nearest branch office — our 
representative there will gladly give you quick service if you will 


write him. There is a convenient order blank on the reverse side of 
this letter.” ; 


The next example shows how desire may be intensified 
and action secured by mention of the fact that the supply 
in stock is limited: 

“Remember, too, our supply in stock is limited. Jot down what 


you need for immediate use on the enclosed order blank and send it 
to us today.” 


There are various ways of closing the letter, but the fore- 
going are sufficient to show how this part of the sales process 
may be handled. 
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The following letter demonstrates effectively the com- 
plete sales process: 


Dernrioon. oManufachning Sa 


THE TAG Manne 


WORKS at ESTABLISHED 
FRAMINGHAM. MASS. saes 


FRAMINGHAM, MASS 


June 1, 1924. 


Dear Sir: 

Hardly a day goes by that the busy hotel 

isn’t called upon to give a special service in one way or 
another. That’s why thesé Linen-Weave napkins will 
interest you. , 
They are especially desirable for automobile 
and motor boat parties, fishing trips, picnics, and the 
like. Their soft pliable texture, dainty colorings, and 
crisp clean-cut designs will give an added zest to the 
luncheon. 

In the hotel they can be used with excellent 
results. The little Cocktail napkin is fine for direct-to- 
the-room service. Are the young ladies having a 
chafing-dish supper, or is a card game in progress? — 
then the Rabbit and Card designs are just what they’ll 
need to keep the spirit of the thing moving! 

Laundry troubles needn’t worry you if you 
keep a supply of the heavier dinner napkins in your 
supply room. Their fabric-like weave, heavy emboss- 
ing, and pure whiteness will please even the most 
fastidious guest. 

Tourists, transients, and regular patrons 
will look to you for their needs, so why not anticipate 
the demand and impress your patrons with your 
ability to meet their requirements? 

Other representative hotels have found these 
napkins economical; so will you. We are ina position 
to serve you quickly. Write your order for a small 
immediate supply on the order-blank enclosed. Use | 


pen or pencil. 
Yours very truly, 
DENNISON MANUFACTURING CO. 


Attention 


Interest 


Desire 


Action 


Form Paragraphs. In the foregoing pages you have 
studied the form letter as to plan and scope. 

A very good business practice is to incorporate form 
paragraphs in dictated letters. For example, paragraphs 
on a sales plan, on terms, on particular excellencies of 
your product, or a special selling argument, or shipping 
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instructions may be composed. These should be indexed, 
numbered, and filed. 

In correspondence the dictator dictates a part of his 
letter and indicates the use of these paragraphs by number, 
changing the date or stock number or whatever may be 
necessary to make it fitin. The typist then types the whole 
letter as though specially dictated. 

A paragraph thus carefully composed and worked over 
is sure to be clearer and more effective than one dictated 
in the rush of heavy correspondence. A second advantage 
lies in the saving of time of both the dictator and the 
typist; it is much quicker to indicate by number than to 
dictate a paragraph, and even the best typist can write old 
matter much faster than new. 


STUDENT’S WORK 


As correspondent for the Dennison Manufacturing 
Company, Framingham, Massachusetts, write the foliowing 
letters: 

Letrer No. 1. The Donnell Dairy Company, Evans- 
ville, Indiana, have been buying ordinary Manila tags 
from your company for several years. Write them a 
complete sales letter, the purpose of which shall be to 
persuade them to change to the Distinctive Marking Tag. 
Call attention to the several samples you are enclosing and 
invite comparison with the kind they have been using. 
Ask them to note the effect of the forceful color and designs 
of the sample. Next proceed to prove that the Distinctive 
Marking Tag should supplant the old type. To accomplish 
this bring out its advertising advantages, making the 
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following points: 1. Their color and design arrest attention. 
2. The tags become associated with your goods and help 
to create a demand. 3. They are better than newspaper 
and magazine advertising because they reach the cus- 
tomer’s best trade and eliminate waste. 4. They follow 
the goods into the customer’s shop, office, or home. Follow 
this with persuasion. For example, use such expressions 
as this: Wouldn’t vou like a design that would be individually 
your own? In closing, suggest that a sketch could be devised 
quickly and without cost to the customer. Make action 
easy. Mention that you are enclosing an order blank. 


SUPPLEMENTARY EXERCISES 


LETTER No. 2. Prepare a complete sales letter designed 
to sell Christmas cards. Copies of it are to be mailed to a 
list of names. Call attention to samples enclosed, point 
out the beautiful colors and designs, and mention also 
quoted verses. 

LETTER No. 3. Prepare a letter to be addressed to con- 
fectioners, in which you seek to sell paper boxes for packing 
candy. Call attention to neatness and durability and to the 
attractive color designs on the outside. Point out the 
advantages of using boxes as containers, rather than paper 
bags. Make a point of the fact that the customer’s order 
should be placed before the Christmas holidays to insure 
prompt delivery. 

LETTER No. 4. Consider the paragraph on page 221 a 
form paragraph and incorporate it in a reply to an inquiry 
from a bakery. 


CHAPTER TWENTY-TWO 
A SeErtIes OF ForM LETTERS 


Before you can devise the right kind of plan, you must 
study the basic human needs. You must also study your 
own product and the way in which it contributes to the 
welfare of the public. This should be your starting point. 
If you have in addition a knowledge of human nature and 
some experience in merchandising, you will be further 
enabled to write effectively. 

Point of View. You have learned that in preparing a 
form letter you must write from the point of view of a class 
of buyers. Naturally you cannot write the same letter to 
farmers, produce concerns, creameries, insurance agents, 
furniture dealers, etc. Their needs are different, and they 
use your product in different ways. In order that you may 
see how such letters must be specially prepared to appeal 
to the different classes, several actually used by a successful 
firm are given below. Compare them carefully and note 
in all the personal touch without trace of egotism or bom- 
bast. Observe also that these letters are clever without 
being “smart” or “‘fresh.”’ 


LETTER No. 1 — CREAMERIES 


You will observe that to secure attention the following 
letter opens with an appeal to the prospective customer’s 
desire for profit. The main point is: “It’s one thing to want 
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promptly.” This idea runs through: the first half of the 
letter. It is emphasized in such sentences as “Good tags 
can’t be made in a minute” and “That, in a nutshell, is 
why we ask you to make up your order now,” and reappears 
in the concluding statement, ‘‘May we have your order in 
the next mail?” 


Dermrioow Mamifachving Sa 


THE TAG Maxtaes 


WORKS A¥ ESTASLISHER 
FRAMINGHAM MASE. a0 


FRAMINGHAM, MASS { 


It’s one thing to want tags for your business, 
: and another thing to get them promptly. If your tag 
Attention supply were to run short unexpectedly, you know the 
trouble that would be sure to follow — the other buyers 

would get the pick of the cream market. 

Good tags can’t be made in a minute. The 
kind that “will arrive” with the cans and that will give 
you every cent’s worth of value for your money 

Interest should not be made ina hurry. That, in a nutshell, is 
why we ask you to make up your order now. Give us 
roe to turn out tags for you that will be a credit to both 
of us. 

Here’s a set of samples to help you make a 
selection, — ask us for prices on any other sort you 
may wish. 

COMBINATION QUOTATION AND SHIP- 
PING TAGS have two uses. You mail them marked 
with your prices; the shipper uses the tag part on the 
shipment. This tag service helps to cement the direct 
shipper’s regard for your way of doing things. 

WAY ENVELOPES will save postage by 
carrying your Way-Tickets and Daily Reports. They 

Desire are used largely by station operators, and insure de- 
livery of daily reports at the time shipments are 
received. 

SHIPPING TAGS should be strong enough to 
carry well or a lost shipment may result. It doesn’t pay 
to use a “‘shoe-box”’ tag. You wouldn’t have any trouble 
like that with ours. A nifty design on them would 
carry an impression of up-to-the-minute methods; 
and it would make picking out your cans an easy job. 
We can provide waterproof stock for your tags too. 


Action a seg summee labels of any sort, we can 
A make the kind that stick. 
Suggested May we have your order in the next mail? 


- Yours cordially, 
DENNISON MANUFACTURING CO. 
A. G. Steiman. 
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LETTER No. 2 — PropucE CONCERNS 


Note the attractive appearance of the following letter. 
This is due to the originality shown in the typographical 
arrangement. Much emphasis is gained by putting the 
names of the different articles of merchandise in full 
capitals: 


Deunioone\lauufaching Sex 


THE TaG MARKERS 


WORKS a¥ ESTASLISHEO 
FRAMINGHAM .MASS. 1aee 


FRAMINGHAM, Mage’ 


These samples may give you a practical sug- 
gestion or two that will benefit your business. May we 
tell you why? 

SHIPPING TAGS. The two in this set are made 
from stout, durable stock—the kind that 
insures you against delayed and lost shipments. 
The ‘‘Shipping-in’”’ tags are handy for your 
shippers to use. A distinctive design makes 
it easy for your drivers to pick out your 
shipments. 

TAG ENVELOPES. Here is where you can save 
postage — the bill goes with the goods. This 
permits an immediate checking of prices also; 
you know how that feature appeals to the 
dealer. 

GUMMED LABELS. A splendid medium for } 
getting publicity at a low cost. They are 
attached to crates and cartons, thus emphasiz- 
ing your trade-name or slogan. We make 
them in all shapes and designs. 

DEADLOCK FASTENERS. An extremely useful 
fastener for attaching tags quickly to sacks 
or bales. The points are intentionally dulled 
to answer the requirements of the transporta- 
tion companies, yet the fasteners will pene- 
trate burlap easily. 

Like most representative produce concerns 
you probably plan to keep on hand a supply of the 
above goods. An unexpected shortage might cause you 
any amount of bother. Don’t forget that if market 
conditions permit a reduction in our prices between 
the time your order is placed and the time of shipment, 
you will receive the advantage of the lower rate. 

Perhaps a glance at your supply will show 
that an order for new, fresh goods, or a repeat order, 
should be placed right now. 

Yours very truly, 
DENNISON MANUFACTURING CO. 


A. G. Stedman 
Es =! 


Attention 


Interest 
and Desire 


Action 
Suggested 
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LeTTer No. 3 — INSURANCE AGENTS 


In this letter the writer has succeeded in getting the 
point of view of the prospective buyer. Every paragraph 
is so composed as to show that the use of gummed labels 
will play a big part in the insurance agent’s business. Note 
that in order to secure action the last paragraph presents 
as an inducement a promise of special service and quick 
delivery. 
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Ee Gummed Labels are no doubt one of the 
Attention smallest details in your business. You probably never 
think of them except when actually applying one to a 
policy or when your supply is exhausted. They have 
a pretty big part to play though, and should be carefully 
planned. They are a permanent record of your firm 
with every one whom you have insured. 

Your labels should be attractive and dis- 
Interest tinctive. They should be representative of your 
business and reflect the quality of service that you give, 
and so impress people that your aim in business is to 
serve them. 

These samples will show you a few typical 
styles. Each one of them has individuality and helps 
to build the good will and prestige of the agent it 
: advertises. 

Desire The use of an original label would be a big 
help to you and you would realize at once that you had 
made a profitable investment. 

Let us design a label that will boost your 
business. You can per oe zeprceeninive aged by 
- honing or writing to the address shown on the at- 
Persuasion oA card. Write to us at Framingham if you wish, 
and we shall be glad to send you more information 
regarding the labels we are making for other insurance 
5 agents. 

Action e Right now our prices are unusually attractive 
and quick delivery can be made. 


Yours very trul 
DENNISON MANUFACTURING co. 
A. G. Stedman. 
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LETTER No. 4 — FURNITURE DEALERS 


Note the personal touch in this letter, particularly at the 
beginning. In every paragraph the. writer seems to be 
talking to his prospect face to face. Note also the attractive 
typographical arrangement: 
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Atten- A shortage of tags during a busy sale when - 

tion profits depend upon quick selling would be a serious 
matter. That’s why it will pay you to look over these 
samples and order now the supplies you will need. 

ECIAL SALE TAGS & SOLD TAGS will 

attract attention if they are printed with a catchy de- 
sign. Note the attractive shapes of these samples, 
the pleasing color combinations, and the excellent 
writing surfaces. Hang one or two of these tags on a 
piece of furniture if you wish to see how effective they 
are. Why not have some for your August sales? 


int t MARKING TAGS can have a flavor of quality 
nteres also. You can make no mistake in using tags that 
and help to give a touch of added value to your goods. 
Desire Such tags indicate your own confidence in the merit 


of your merchandise. We can make special designs 
and color combinations for you, to harmonize with any 
color scheme you may wish. 

RUG AND DRAPERY TAGS made from 
strong cloth cannot be pulled off easily. We can make 
any size, and print any copy for you. 

SHIPPING TAGS: Here you have a splen- 
did chance to get some fine advertising at a small cost. 
We make special designs of all sorts, — ask for more 
samples and also prices on our plain type effects. 
Remember — the first merit of a tag is its ability to 
resist hard wear — you would like our tags for that 
very reason. 

IDENTIFICATION LABELS are fine, be- 
cause they always suggest your store when they catch 
the eye. They can be printed to permit pricing also. 

There are other styles of tags and labels 
Action which we can show you — and we will gladly give you 

prices for reorders of tags you are now using. The 
reverse side of the price list shows where our nearest { 
branch office is located. An order now will enable 
you to have your tags when you want them. 
Yours very truly, 
DENNISON MANUFACTURING CO. 


A. G. Stedman. 
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LETTER No. 5 — JEWELERS 


This letter opens with a pointed question designed to 
attract attention and ends with a strong plea for action. 
Greater emphasis might be secured by making the question 
stand in a paragraph alone at the beginning: 


Dewtioon Manufachuing Sx 


THE TAG manaes 


WORKS «¥ coTaausKreo 
FRAMINGHAM MASE. eee 


FRAMINGHAM, MASS 


4 A How is your supply of boxes? At the present 
Attention time we are prepared to furnish at once, stock boxes 
covered with white, tan, or gray paper, or printed with 
your name and address in type, in approximately four 
weeks. Our stock of findings such as diamond papers, 
watch papers, jewelry cards, etc., is practically com- 
plete, and we are ready to give you immediate service. 
‘Would you like to have a catalog? 

It would also be wise to anticipate your re- 
quirements for this year’s holiday season. As early 
as last March we had stopped taking orders for jewelry 
I cases, boxes, and other special goods for fall delivery, 

nterest as our works were so over-crowded that we could not 
possibly have the merchandise made up in time to de- 
liver it. This year, through increased facilities, we 
shall produce more than ever, but even now there is 
a limit. 

We therefore suggest that you make up a list 
of what you will require for next fall and send it along 
to us. When it is received we will make your boxes 
and cases and ship them to you any time in the fall 
that you may want them, dating our bill at the time of 
shipment. Besides, there will be an additional thirty 
days in which to pay. 
. In making your selection, you would find it 
Desire most satisfactory to adopt one color for the outside of 
the boxes and cases, and another one for the lining, 
having your entire display scheme either in correspond- 
ing colors or colors which blend attractively. y 

Jot down whatever you require for immediate 
° use on the enclosed order-blank, also your require- 
Action ments for next fall, drop it in the mail, and we shall be 
glad to give it attention. 

Yours very truly, 
DENNISON MANUFACTURING CO. 


H. P. Clarke-D. H. P. Clarke. 
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With a letter of this sort many sales managers recom- 
mend the enclosure of a stamped self-addressed envelope. 
The easier the transaction is made for the purchaser, the 
less opposition the seller must overcome. 

Plans for the Preparation of the Series. There are at 
least three plans for the preparation of a series of form 
letters. These may be described briefly as follows: 

Pian I. Each letter follows the steps in the sales process 
and is designed to sell the article regardless of any other 
letter. In the first letter of the series effective arguments 
should be used, and in each succeeding letter different 
arguments can be employed or the same expressed in a 
new way. The opening statements and the closing appeals 
should show variety. 

Pian II. Each letter may be designed to take care of 
only a part of the sales process. For example, the first of 
the series may be intended merely to attract favorable 
attention; the second to secure interest; the third to arouse 
desire; etc. The different letters correspond somewhat to 
the chapters of a book. 

Pian III. A more successful series can be devised by 
combining both of the foregoing plans. By this arrange- 
ment an opportunity to buy is given at the close of each 
letter, but the different arguments and appeals are so 
arranged that a different set comes in each letter of the 
series. In the following two letters, which are selected from 
a series addressed to confectioners, note that while both 


letters seek to obtain action, the first is stronger in appeal; 
the second, in argument: 
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LETTER No. 6 — CONFECTIONERS — First LETTER 
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Catching the eye is half the battle! 


The small envelope enclosed is heaping full of 
new ideas — of Dennison-made tags and seals that com- 
mand attention — that stand for quality in your products. 


The candy seal is small in size — but its selling 
power is great. It individualizes — gives the package a 
personality. Dennison can create a seal for your quality 
candies. A distinctive seal with a new design — delicate 
coloring — and quick-setting gum which sticks. 


There are other essentials — shipping tags and 
markers, candy tags — that Dennison can make for you. 


Just now any of these articles can be bought at 
nominal cost. We shall gladly answer your inquiry about 
Prices or designs. The return card is for your convenience. 

Cordially yours, 
DENNISON MANUFACTURING CO. 


A. G. Stedman. 
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LETTER No. 7 — CONFECTIONERS — SECOND LETTER 
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i The January issue of the Confectioner’s 
Attention Journal showed a page like the enclosed colored insert. 

A few weeks ago actual samples of the seals 
and ribbon tags were mailed to you. Those samples 
Interest were selected at random — we have many others of all 
kinds and shapes. If you would like a more generous 
assortment, which may carry a practical suggestion for . 
you, it is here awaiting your call. 

Many of the most successful confectioners 
in the country are using Dennison box and package 
dressings, and for very good reasons, too: 

The dainty colorings catch the eye, the 
designs are fresh and interesting. 
Every tag and seal is carefully made; 

their high grade quality reflects the 

quality of your goods .... 
Desire Dressings like these give your packages a 

charm that will help bring more 

“first”? sales, and consequently more 

publicity for your candies. .. 

Our special designers have original ideas: 

their suggestions are yours for the 

asking. 

Why not find out what we can do for you? 
Perhaps we can originate the very thing for making 
Persuasion the popularity of your candies assured. May we try, 
or would you like prices for reprints of tags and labels 
you are using now? 

Here is another instance of Dennison serv- 


Induce- ice: IF OUR PRICES ARE REDUCED BETWEEN 
THE TIME YOUR ORDER IS PLACED AND THE 
ment DAY YOUR GOODS ARE SHIPPED, YOU WILL 


RECEIVE THE BENEFIT OF THE LOWER PRICE. 
: The enclosed card will save your time; 
Action would you mind dropping it in the next mail? 
Youss very truly. 
DENNISON MANUFACTURING co. 
A. G. Stedman. 


Note that in typographical arrangement the second 
letter is superior to the first. Observe also that capitaliza- 
tion is used as a means of gaining greater emphasis. 
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LETTER No. 8 — GARAGES — First LETTER 


“Follow-up” letters may refer to letters which preceded 
them or may not. In the two letters you have just ex- 
amined and the two which follow, note that in each group 
the second calls attention to samples already sent and 
sums up the advantages of the goods: 
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You can probab!y count on your fingers the 
number of letters you receive in a day which contain 


Atten- something of real value to you. However, we believe 
tion that system tags should interest you. They record the 
jobs you do and help you to base your charges through 


the common-sense methods being used by other 
representative garages. 
Here are four tag classifications which cover 
Interest practically every phase of garage work. We made the 
first tags used, and having studied garage requirements 
closely for years, we believe it would be difficult to 
obtain better tags than these. 

OVERHAULING AND REPAIR TAG. 

This tag provides for a record of stock 
used and repair work done as well 
as number of hours involved. 

STORAGE OR OVERNIGHT TAG. 
Practically all jobs required for 
transient service are covered by this 
tag. It’s just the thing for such a 


, purpose. 
Desire TIRE TAG. Asmall tag with ample room 
for all repairs that are usually made 
on a casing or on a tube. You will 
want a good supply of these. 
STORAGE BATTERY TAGS. A chemi- 
cally treated tag impervious to the 
action of acids. Provision has been 
made for all repairs and material that 
you will be likely to use in connec- 
tion with storage batteries. 
After you have examined the enclosed 
Action samples and looked over the cuts on the inside pages, 
fill in and mail the order blank to us. You might let 
us figure on reorders of tags you are now using. 
Remember — if you mail your order today, 
you will benefit by any decline in our prices between 
the time of receiving your order and the time of ship- 
Induce- ping it. An immediate order carries complete pro- 


ment tection. 


Yours very truly, ; 
. DENNISON MANUFACTURING CO. 
A. G. Stedman. 
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LETTER No. 9 — GARAGES — SECOND LETTER 


This shows the first page of a four-page folder sent 
to garage men as a follow-up letter. The second and third 
pages describe and illustrate the different kinds of tags 
specially designed for owners of garages. They may con- 
tain a great deal of sales talk following the reproduction 
of each kind of tag. The fourth page is an order blank. 

Note how perfectly the following letter illustrates the 
steps in the sales process and how attractive typographi- 
cally it is. 
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Tagging systems as shown by the samples 
and letter which we sent you two weeks ago save you 
money and trouble. Just consider the advantages 
again: 


YOU_GET AN ACCURATE RECORD OF 
EACH JOB 


YOU HAVE A CHECK ON CASH RECEIPTS 
Interest YOU SAVE THE COST OF BOOKKEEPING 
YOU HAVE A SURE MEANS OF IDENTI- 

FYING CAR OWNERS 


Attention 


To put in this system costs you but little. Send us the 

Dest sample that best fits your needs, and prompt shipment 

esire will be made. The enclosed card shows the address 

of our nearest branch office, our representative there 

will gladly give you quick and satisfactory service if 
you will write him. 


Action Made _ There is a convenient order blank on the re- 
Easy verse side of this letter. 


Yours very truly, 
DENNISON MANUFACTURING CO. 
A. G. Stedman. 
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The Tickler. Follow-up correspondence can be checked 
conveniently through the use of a tickler. A tickler is a 
tray of cards filed according to date; it has guides for the 
twelve months and for the days from one to thirty-one. 
When one of a series of follow-up letters is written, a card 
is placed in the tickler under the date when the next should 
be written provided the first does not bring a response. 

Anything requiring future attention should be noted on 
a card and filed in the tickler. 

The tickler should be referred to each morning and all 
matters coming up for that day be given attention. 


STUDENT’S WORK 


As correspondent of the Dennison Manufacturing Com- 
pany, Framingham, Massachusetts, prepare a series of 
form letters designed to secure the sale of paper towels. 
Follow the second or third plan as given in the foregoing 
discussion. You will probably need two or three days 
for the completion of this work. Therefore no additional 
exercise will be given at the close of Chapter Twenty-three. 

Some advantages of the paper towel: 

t. More sanitary than the common towel 
2. Thick, soft, and durable 
3. Inexpensive, as there are no laundry bills 


CHAPTER TWENTY-THREE 


ANALYSIS OF A SERIES OF ForM LETTERS 


The series of sales letters presented in this chapter was 
designed by the manufacturer for the purpose of helping 
the dealer. Each dealer was provided with as many 
copies as he needed for his sales campaign. The letters 
bore the imprint of the dealer and also his signature. Note 
the effective letterhead: 


THE JOHN DOE COMPANY 
Goodrich Tires Best in the Long Run 


64 South Warren Street 
CANTON, OHIO 


This series has proved very successful and is therefore 
well worth careful study. All letters show originality, 
variety, and interest. Every one is the result of very careful 
planning. Each has its distinctive points of strength. Note 
carefully the comments on each letter and make a record 
of any other features of it that impress you favorably. 

The paragraphs in these letters do not all follow the 
same sales-process order of attention, interest, desire and 
action. ‘They vary in detail, but are alike in general 
principle. 
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LETTER No. 1 


This letter very cleverly attracts the reader’s attention. 
Then it begins to emphasize quality and, a little farther 
along, attractiveness. Observe how skillfully the writer 
handles his proof: 


“You don’t need to believe us — ask any Silvertown user around 
here and get his story.” 


However, excellent as it is for the purpose for which it 
is designed, its breezy, colloquial, familiar tone would not 
be appropriate for all conditions. It is suited to its par- 
ticular audience. 


Dear Sir: 
That thing called TRUTH is like the arnica a fel- 
Attention low puts on a burn — it stings like the blazes, but 


goes straight to the spot! 
It hurts some folks around Irvington to hear us 
say that there’s no cord tire sold around here that 
can touch the Goodrich Silvertown, but it’s the 
TRUTH, tried, tested, and triumphant. 
Proof You don’t need to believe us — ask any Silvertown 
user around here and get his story. 
And these Silvertowns are beauties too— big, 
broad treads and oversized. They add 50% to the 
appearance of any car. 
You won’t surprise us if you get 9,000, 10,000 or 
even 12,000 miles out of any of them. 
Action Come in and let us show you our line-up. 

You’re heartily welcome! 

Very truly yours, 


Interest 


Desire 
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LETTER NO. 2 


Note the favorable effect of the typographical arrange- 
ment of this letter. The discussion presents quality as the 
chief point. Toward the close a strong effort is made to 


arouse desire: 


Attention 


Interest 


Desire 


Dear Sir: 


Most cord tires are a good deal like peas in the 
pod — once you tear off the maker’s tag, they all 
look alike. 
But Goodrich Silvertown Cords are different. 
They are big and oversized, have a broad 
tread and carry a distinctive mark that 
enhances the appearance of any car. 
They are practically immune to stone 
bruises and because of their scientific 
construction are mileage producers. 


They meet the best tradition of cord tire 
construction, such as relieving the motor, 
making hill climbing easier, coasting far- 
ther, and cutting the car’s gasoline bill. 
Goodrich Silvertowns fill every requirement of the 
exacting motorist, who, with a sense of true econ- 
omy, is willing to make the greater initial invest- 
ment in order to reap the results that Silvertown 
Cords give. Increased mileage, gasoline economy, 
riding comfort, motor efficiency, and good looks are 
only a few of the “plus’’ features of Silvertowns. 


Every Silvertown is oversized. We have all sizes 
in stock. 


Very truly yours, 


Note in this and all following letters of the series, that 
it is good for a first letter as well as for a follow-up. 
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LETTER No. 3 


This letter illustrates a clever appeal to the desire for 


profit. 


It opens with a forceful comparison, passes to 


argument supported by definite figures, points out advan- 
tages of Silvertown Cords, and then suggests action. 


Attention 


Interest 


Desire 


Action 


Dear Sir: 
If you pay enough for shoes on the initial purchase, 
you get more than your money’s ue before the 
shoes are discarded. 
It’s a case of “paying more to save more.” 
A parallel case is Goodrich Silvertown Cord Tires. 
They cost more than ordinary fabric tires, but if 
you run 10,000 miles and save 15% on gas bills, 
you can credit your tires with a saving of $25 or $30 
on this item alone. 
Then count extra mileage and you'll find Silver- 
towns save you still more money. 
Their construction gives you a tire capable of big 
results under severe conditions. It not only cuts 
gasoline bills, but relieves your motor, coasts far- 
ther and climbs hills with greater ease. 
With a slightly higher investment at the start, they 
finish by saving you a substantial sum on tire and 
car upkeep in the end. 
Let us show you the new H. D. Silvertown. 

Yours very truly, 


The comparison between this article (tires) and another 
article (shoes) is valuable because they are similar with 
respect to the item of initial cost as affecting durability. 
Unless some such point of comparison exists, avoid ref- 
erence to articles other than those you are selling. 
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LETTER No. 4 


This letter is a fine example of the effective appeal to 
pride, comfort, and economy. The ending is a skiliful 
blending of originality and simplicity: 


Dear Sir: 
MIRACLE MILEAGE PLUS 
Attention ARISTOCRATIC APPEARANCE 


Users of Goodrich Silvertown Cord Tires around 
Blankville may differ in the terms they use to ex- 
press their appreciation of the service they get, but 
their enthusiasm is always the same. 


The outstanding feature of Goodrich Silvertown 
Cords is their ability to deliver mile after mile of 
uninterrupted mileage under any and all conditions. 


Interest You will notice the added comfort and economy of 
these tires in the first hundred miles of travel. 


And because of their handsome form you get aris- 
tocratic appearance as well as “plus” mileage. 
Desire The first cost of Goodrich is low and each Silver- 
town carries an adjustment basis against defects 
of 8000 miles. Many enthusiastic users get from 
10,000 to 15,000 miles on every one they buy. 


Next time buy Silvertowns! I have your size in 


Action erotke 


Very truly yours, 


In this, as in the other four letters of this series, brevity 
is a favorable characteristic. People will seldom read long 
letters, except when the subject warrants the length and 
interest actually exists. Nevertheless, the sales process is 
as clear in these short letters as it would be in longer ones. 
These letters illustrate clear ideas, a clear sales process, 
effective wording, short sentences, and short paragraphs. 
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LETTER No. 5 


Note the effective opening paragraph and the sharp 
turn to develop interest in the second. Emphasis is directed 
to service and economy. Observe that action is much more 
strongly urged than in the first letter: 


Attention 


Interest 


Desire 


Action 


Persuasion 


Dear Sir: 


Sometime just notice how many cars are equipped 
with Goodrich Silvertown Cord Tires. It’s really 
surprising to know how popular they are. 

There’s a reason. It’s because they give such long, 
carefree service. 

In recommending Goodrich Silvertown Cords, we 
are certain that we are serving you in the best way. 
Naturally we want to sell you the make of tire which 
will save you money. 

Come in and get one of the new Silvertown Cords 
which we have in stock. We have all sizes here 
ready to hand over to you at a moment’s notice. 

A complete stock of the famous Goodrich Red Tubes 
is always on hand, together with such accessories 
as vulcanizing patches, cement, spark plugs, head- 
light bulbs, and so forth. 

Our aim is to make our auto tire and accessory 
service such as to warrant your patronage. Give 
us a trial and let us prove to you that it will pay 
you to deal with us. 


Cordially yours, 


STUDENT’S WORK 


Continue your work on the series of form letters called 
for at the close of Chapter Twenty-two. 


CHAPTER TWENTY-FOUR 
THE SPECIAL—OCCASION SALES LETTER 


Every letter should be a sales letter in the sense that 
every letter should build up good will and make friends 
for the company. There are therefore three general classes 
of sales letters: 

1. The Routine Letter on Other Subjects. This letter 
should always have something about it to help build 
business — handsome appearance, friendly tone, or actual 
reference to sales either in the letterhead or in some para- 
graphs of the letter itself — as: 

a. Our business is excellent this month, and we hope the same is 

true of yours. 

b. We are grateful for this order, which we regard as another 

expression of your approval of our line. 

c. You may be interested to know that your check for $320, 


receipt of which is hereby acknowledged, enabled us to pass 
last month’s record. 


2. The Special Sales Letter to Prospective Customers. 
This is the kind we have been studying in the two preceding 
chapters. 

3. The Special-occasion Sales Letter. This we present 
in detail below. 

There are certain occasions particularly favorable for 
the writing of successful sales letters. These arise when 
customers begin to buy less or to allow their accounts to 
become entirely inactive, when the company’s salesmen 
report prospects, and when letters of inquiry and requests 


for prices are received. 
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Occasion No. 1. When Mailing List Must be Brought 
Up-to-Date. It is of vital importance to keep the mailing 
list up-to-date. Whenever you find it necessary to write 
to revise names and addresses, make this letter an occasion 
for a special sale of such importance that your customers 
will reply, giving you an order and a new correct address. 
This plan is of great importance. Read paragraph on 
Undelivered Mail on page 38. 

Occasion No. 2. When Attention Must be Given to 
Declining or Inactive Accounts. Periodically you should 
check over your accounts to select those whose trade is de- 
creasing or has entirely stopped. Fully as much attention 
should be given to the “buying-less” as to the “‘buying- 
more” trade. Often a friendly letter telling about some 
special offer or a new line of goods will bring additional 
buying. When an account has become entirely inactive, 
you must construct your letter with the greatest possible 
care. You may very wisely ask why the customer has 
withdrawn his trade, suggesting that if you have made a 
mistake or failed to give satisfactory service you would 
like a chance to set matters right. The following letter 
shows how this can be handled: 


LETTER NO. 1 
Dear Sir: 

Your last order was received a year or so ago. Since then 
our facilities have been greatly increased, with the result that we are 
now ahead of the demand. 

This means quicker deliveries of ovr goods than have been 
possible for several years. It also means that we can keep a bigger 
variety on hand from which our dealers can make their selections for 
quick shipments. 
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We tell you this because we do not want to lose any business 
through being too modest. Also, we welcome the opportunity to write 
to you. 


A year is a long time between orders. Has your trade been 
withdrawn because of a mistake we made which displeased you? If 
this is so, won’t you give us a chance to square ourselves? 


Why not ’phone ‘Madison Square 5915” and ask our repre- 
sentative to call with his samples of attractive boxes, cases, displays, 
etc.? It’s getting late in the year, but if you will get in touch with him 
immediately we will promise you our very best service. 


' Even if you do not give him an order, he will be glad to hear 
from you. 
Yours very truly, 


LETTER NO. 2 
Dear Sir: 


In looking over the old store-card records we uncovered your 
name. Several years ago—-so many you may not remember it — 
your account was active with our store. 


Even one year is a long time not to use a charge account at 
the Boyd store. 


Perhaps you do not know that our new store is considered by 
authorities the finest store for men in America. The convenient 
equipment makes it a pleasant place in which to shop. The old-fash- 


jloned Boyd values prevail — service and satisfaction are a part of 
every sale. 


As a progressive St. Louisan don’t you think it’s about time 
that you instructed us to dust off that old card, revise our ledgers, and 
place your account in the active file? 


If you haven’t visited our new store, come in and let us show 


you about; it will open your eyes and we hope will cause you to reopen 
your account. 


May we expect you soon? Either John Manlove, who used 
to sell you gloves, or I will take great pleasure in showing you about. 


Very truly yours, 
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Occasion No. 3. When Prospects Have Been Reported 
by Salesman. Many prospective customers are reported 
by salesmen in the field, with whom there should always be 
the closest codperation. Each prospect should be followed 
up with forceful letters, accompanied whenever possible 
with samples. The following letter proved unusually 
successful in such cases: ; 


LETTER No. 3 
Dear Sir: 


There is nothing like proving a point to make it convincing. 
Will you please treat the attached paper towel just as you would the 
old linen one? You will find its texture sufficiently tough for the pur- 
pose, and its absorbency all that one could ask. Touch the towel to 
your lips. You will find it absolutely free from irritating or harmful 
chemicals. Then throw it in your waste basket. 


You probably wish you could do the same with your laundry 
bills. We too soon found that in our own plant it was more economical, 
more sanitary, and more satisfactory from every standpoint to use 
paper towels. These paper towels are practical. If they were not, the 
many large concerns throughout the country to whom we are selling 
the towels would not buy them. 


Your visitors, office, and factory employees would welcome 
these towels because of the safeguard they represent against diseases 
readily contracted through contagion in the wash-room. Money spent 
in assuring the health of your employees certainly could not be ex- 
pended in a better direction. 


You will please us by giving us your candid opinion of the 
towel, and we look forward with pleasure to receiving your permission 
to pack a small order for you. 


Yours very truly, 
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STUDENT’S WORK 


Analyze letters Nos. 1, 2 and 3,in this chapter as to 
sales plan. 

As correspondent for the Dennison Manufacturing Com- 
pany, write the following sales letters: 

Letrer No. 1. The St. Louis Box Company, 24 South 
Broadway, St. Louis, Mo., has been for several years a 
regular customer of your company, but for some reason 
has ceased to buy during the past year. Write them a 
letter following somewhat closely the model given in the 
foregoing discussion. 

LETTER No. 2. Your salesman, Charles F. Joy, has 
reported as a prospective customer the Moline Plow Co., 
Moline, Illinois. They are interested in shipping tags. 
Write them a letter pointing out the fact that you have a 
marking tag that will catch and hold the eye of a possible 
purchaser and should greatly increase the company’s sales. 
Also stress the advantages of having the tag printed with 
a snappy design, fairly breathing progressiveness and high 
grade goods, and mention the enclosure of samples. Sug- 
gest that if the accompanying designs do not suit their 
purpose, you would like to make up something that would 
be individually their own. 


CHAPTER TWENTY-FIVE 
SELLING YOUR SERVICES 


Letters of Application were treated in Chapter Eleven in 
their simpler aspects. On account of their great importance 
to you, the subject is now to be taken up again. What you 
have learned in the meantime about the sales quality in 
business letters should enable you now to write the sort 
of letter that will sell your services and secure for you the 
best sort of position open to beginners. The employer will 
judge you by the letter you write him. Indeed, where a 
personal conference cannot be secured, he will have little 
else by which to estimate your possible value to him. 

It is said that more than ninety per cent of the letters 
of application go straight to the waste basket and therefore 
fail entirely to accomplish their purpose. This should not 
be the case, however, with letters that are written up to a 
high standard of salesmanship. Every letter of application 
should be something more than a mere routine letter loaded 
with worn-out expressions and burdened with generalities. 
It should have originality, cleverness, human interest, tact, 
completeness, concreteness. 

Originality. Originality means newness of expression 
and application of thought. Think the same thoughts that 
others do, if you must, but say them in new ways. Omit 
entirely all stereotyped and worn-out words and phrases — 
such as Seeing your ad in the TIMES, In reply to your 
ad, Hoping you will give me a chance, etc. 
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Cleverness is no less important than originality. What- 
ever shows brightness or skill cannot fail to attract the 
attention of your prospective employer, and it is abundantly 
worth while to rewrite your letters to.secure more of this 
quality. 

Human Interest. Write as you talk. Put in occasion- 
ally expressions that have human interest — such as, J 
know that when you are especially busy you want to feel that 
your stenographer will prepare your leiters so perfectly that 
you will not need to spend much time on them. ‘This is what 
we call the human touch, and nearly all letters require it. 

Tact. Tact is always in order, especially when speaking 
of salary. Anyone can say, I want $15.00 a week, but it is 
a tactful person who says, At present I receive $15.00 a week. 
Tact often requires that you keep still about certain things. 
For example, you should not say, J have had very little 
experience, etc. If this is so, do not talk about your in- 
experience without following your admission at once with 
a statement of your qualifications, especially your educa- 
tion. 

Completeness. Completeness is the quality which 
hundreds of letters lack. Your prospective employer 
wishes to know all the facts, and as long as you give specific 
statements and dress them in original language, he will be 
pleased with them. Therefore give the fullest information; 
it will be welcomed. 

Concreteness. Concreteness is last on our list but not 
least in importance. It requires that you avoid general 
statements, giving instead the details. For example, do 
not say, J have had five years’ experience as a stenographer. 
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Say, J was in the employ of Jones and Crittenden of Little 
Rock from 1922 to 1924, etc. 

Preparing the Letter. In preparing your letter of 
application, follow the steps in the sales process — audience, 
attention, interest, desire, action. See to it that no one of 
these is omitted; for if any is lacking your letter cannot 
be good. 

Audience. Form and taste in letter writing may be de- 
pended on to secure an audience. An untidy envelope, 
poor writing, or careless typing creates a bad impression. 
Use plain white or cream paper, 8} by 11 inches, and see 
that your letter is properly folded. Don’t use the stationery 
of your present employer or borrowed letterheads. This 
will prejudice the reader against you. Reread Chapters 
Two, Three, and Four, treating the form of the letter, 
addressing envelopes, and folding and enclosing. 

Attention. Sometimes the best way to get attention is 
to paste the advertisement which you are answering just 
above or below the salutation or to use as a heading the 
expression Subject: your advertisement in today’s TIMES. 
A clever statement or question may prove effective — as, 
Do you want a stenographer who can take dictation at the 
rate of one hundred words a minute? Generally, however, 
a brief sentence showing the purpose of your letter will be 
sufficient. 

Interest. You may rely on a statement of your education 
and experience to create interest, but you must not use 
many general statements — as, J am a graduate of Blank 
Business College or I have had five years’ experience. In 
such cases be specific. Tell what special courses you have 
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taken that will help in the position you are seeking. In- 
stead of saying, I have had four years’ experience, say, From 
1920 to 1924 I was employed as typist by the Acme Harvester . 
Company, where I did Mr. Thompson’s personal work. 
Be original and clever in expression and do not forget the 
human touch. 

Desire. Before you can lead your prospective employer 
to desire your services, you must convince him you are the 
person he is looking for. You can best do this by presenting 
proof of your ability and fitness to hold the position. This 
is the time to give your references and to introduce your 
testimonials. Remember that the recommendations of 
your former employers carry much weight. Attach en- 
closures to your letter with a clip fastener and send a self- 
addressed stamped envelope for reply. Your letter itself 
is a sample of what you can do. It should be a model in 
form, taste, correct spelling, and punctuation. 

Action. You will find it easier to sell an interview than 
to sell your services. For this reason you should try to 
sell the interview. Action should be definitely suggested — 
as, I trust my qualifications are satisfactory and that you 
will grant me an interview, Will you let me try? or I am ready 
to start work tomorrow, etc. There are many ways of 
suggesting action, and you should be as original as 
possible. 

The following letters illustrate the principles set forth 
in the foregoing discussion. Letters No. 1 and 2 also show 
how effectively emphasis may be gained by running in full 
capitals the main divisions— such as age and personal 
appearance, training, references, etc. 


SELLING YOUR SERVICES 253 


LETTER No. 1 — APPLICANT INEXPERIENCED 


Dear Sir: 

Your advertisement in today’s Tribune 
calls for a neat-appearing, well-trained stenographer. 
That is why I am writing to you. 

AGE AND PERSONAL APPEARANCE. I 
am twenty-one; in excellent health; of 
good habits; neat in dress and appearance. 

TRAINING. Iam a graduate of the Oak Park 
High Sckool, Chicago, and the Evans Busi- 
ness College. I have also had special 
courses in Business English in the evening 
schools. My spelling, grammar, and com- 
position have been rated high by all my 
teachers. I take dictation at the rate of 
one hundred words a minute and tran- 
scribe my notes neatly and accurately. 

REFERENCES. By permission I submit the 
following: Mr. A. H. Franklin, principal 
of the Evans Business College, Chicago; 
Rev. E. H. Rainey, pastor of the Third 
Baptist Church, Chicago. 

eave Let me take your dictation and write your 
letters for one day. It will cost you nothing to try 
Action me. Just ‘phone Main 350 or write me and I will 
come down any morning. 
Yours very truly, 
Henry Peterson 


Attention 


Interest 


Note that in the foregoing letter a great deal of space is 
given to training because the applicant is inexperienced 
and must therefore make as much as possible of this 


topic. 
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LETTER No. 2 — APPLICANT EXPERIENCED 
Dear Sir: 
Concerning this advertisement in today’s 
World: 


BOOKKEEPER Experienced; by large 
wholesale house; must be accurate and rapid; 
state age, experience, and salary expected. 
Add J 131, World. 


I am 19 years of age, healthy, and strong. 
My qualifications should interest you: 


TRAINING. I am a graduate of the Soldan 
High School, St. Louis, Missouri. My 
work was confined to the Commercial De- 
Interest partment and much attention was given 
to bookkeeping, arithmetic, penmanship, 
and spelling. Year before last I took a 
special course in accounting at Washing- 
ton University. 


EXPERIENCE. Last winter I was employed 
as bookkeeper-cashier with the Seidel 
Lumber Company, 5012 Wilson Street, 
St. Louis, Missouri. Since June, I have 
been with the Polar Wave Ice and Fuel 
Company as bookkeeper. 


REFERENCES. The following persons can 
speak concerning my experience, ability, 
and character: Mr. Julius Seidel, presi- 
dent of the Seidel Lumber Company, 5012 
Wilson Street; Mr. John R. Roe, manager 
of the Polar Wave Ice and Fuel Company, 
2626 Olive Street; Principal John Rush 
Powell of the Soldan High School, St. 
Louis. 


Desire Iam seeking a position with a large whole- 
sale house because it will offer greater opportunity 
for growth and development than I now have. My 
present salary is $100 a month. 


Attention 
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If you need a rapid, accurate, hardworking 

and reliable bookkeeper. try me. 
- Enclosed you will find a self-addressed 
Action stamped envelope for your convenience; if you will 
write me, I shall be glad to come down for an inter- 

view any morning you say. 
Yours very truly, 
George McCulloch 


LETTER No. 3 — CIRCULAR TO PHYSICIANS 


Dear Sir: 
If you felt that within the city there was 
a combination nurse and secretary whose character 
Attention and qualifications we-e absolutely consistent with 
the high demands of your office, would you be in- 
terested? 
I am a graduate of the Columbia High 
School and the Banner Business College, and have 
had one and one-half years’ training as a nurse. 
I was for four years private secretary to a 
Interest prominent physician of this city, who in the en- 
closed recommendation speaks in the highest terms 
of my efficiency and reliability. 


References: 
Mr. Herbert Brown, Principal, Banner Busi- 
ness College. 
J. W. Wise, Principal, Columbia High School. 
Dr. C. S. Sampson, Springfield, Missouri. 
I can handle your correspondence without 
dictation and look after all details that come within 


Bese my province, thereby saving your time and releas- 
ing your mind to the service of your patients. 
5 If alifications interest you, I shall 
Action sete ous 


appreciate the favor of an interview. 
Yours very truly, 
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The foregoing letters should be used merely as standards 
by which to measure your own. Do not copy them, or any 
others, for that matter, even though you change the facts 
to conform to your own case. It is far better to use an 
outline. Attention, interest, desire, action — these make 
a very good one. Study this outline as exemplified in the 
three letters just preceding. A more complete outline is 
given at the beginning of Chapter Eleven. 

Selling Your Services is a matter of supreme impor- 
tance to you. Remember your letters must conform to the 
principles of salesmanship and follow the sales process. 
Remember also that originality is important. Do not 
copy sample letters of application, merely changing a fact 
here and there. Follow an outline and be specific and 
complete in detail. Write up to a high standard. 

The Interview. When your letter of application brings 
a reply making an appointment, prepare yourself carefully 
for the interview and be punctual in keeping the appoint- 
ment. Let your dress be quiet, neat, and appropriate. 
Carelessness as to appearance will lead the employer to 
assume that you are careless about other things. In your 
talk with him be dignified and respectful, courteous and 
frank. Answer explicitly any questions he may put to 
you, and on your part secure whatever information is 
necessary to give you a clear idea of your proposed duties. 
Remember that there is no business transaction more 
momentous than the forming of the association of employer 
and employee and do all in your power to give it an honest 
and lasting foundation. 
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STUDENT’S WORK 
Write a letter of application in answer to any one of 
the following: 
BOOKKEEPER—As assistant, to take care of 


customers’ accounts; must be accurate and re- 
liable and write neatly. Add. T 143, Examiner. 


STENOGRAPHER—By branch sales _ office 
large electrical concern; prefer high school 
graduate with two or three years’ experience; 
answer stating experience snd salary expected. 
Add. X 101, Star. 


CLERK—Use typewriter; operate switchboard; 
age 20-24; good appearance and personality; 
$65-$75. 1987 Flatiron Building. 


Write three letters to selected firms in your own city, or 
elsewhere, by whom you would like to be employed at the 
end of your business course. These letters should differ in 
accordance with the type of position for which you apply. 
They should state the date on which you expect to graduate 
and be ready for work and should ask for vacancies to be 
held for you if possible. 

The four letters required in this exercise should constitute 
a final test of your ability to write letters of this type. 


INDEX 


Abbreviations 
In body of letter, 19; in order 
letter, 83; in telegrams, 112; 
in titles, 12-13; punctuation 
of, Io 
Accept, except, 53 
Accident, injury, 53 
Acknowledging orders, 86-97 
Delayed shipment, 90; first or- 
ders, 88-89; indefinite orders, 
90-91; important orders, 89; 
partial shipment, 89-90; post 
card acknowledgments, 86; 
qualities of letter, 87-88; re- 
fusing an order, 91-92; situa- 
tions requiring a letter, 86-87; 
student’s work, 93-97 
Action 
Causing, 210; compelling, 221- 
223; in letter of application, 


252 
Additional information about tele- 
grams, 108-114 
Address 
Inside address, 12; centered on 
envelope, 28-31 
Addresses in telegrams, 109 
Addressing a group, I4 
Addressing envelopes, 27-33 
Accuracy, 31; centering, 28-31; 
post office rules, 28; spacing 
and indention, 31; student’s 
work, 33; titles, 31; window 
envelopes, 32 
Adjuster, 187-188 
Adjustment and claim, telegrams, 
148-149 
Adjustment 
Avoid giving offense, 141; codp- 
eration with order and _ sales 
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departments, 143-144; delay in 
shipment, 162; how to place 
responsibility, 152-153; pro- 
tecting the interests of your 
house, 143-144; remittances, 
157-158; shortage claimed, 161; 
what to do when making, 152- 


157 . 

Adjustment letters, 139-172 

Attitude of writer, 142-143; credit 

taken second time, 170-171; 
damage in transit, 164; deduc- 
tion made, 168; defective goods, 
165; delay in transit, 162-163; 
error in filling order, 160; func- 
tions of, 146-150; goods re- 
turned without permission, 168; 
how to begin, 153; on securing 
further information, 157; quali- 
fications of the writer, 140-141; 
qualities of, 144-146; shipment 
refused, 166-167; student’s 
work, I50-I51, 158-159, 171- 
172 

Adjustment letters classified, 160- 
172 

Advise, inform, 42 

Ain't, 53 

Analysis of form letters, 238-247 

And which, 53 

Answer, qualities of, 64 

Answering questions, 64 

Anyhow, nohow, 58 

Anyplace, anywhere, 53 

Appearance of the envelope, 215-216 

Application blanks, how to fill out, 
122-123 

Application letter, 115-125, 249-257 

Beginning of, 116; details calling 

for tact, 118; experience, 121, 
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254; general form, 120; good 
ending, 119; inexperienced, 120, 
253; outline of, 115-116; proof 
of ability and character, 117; 
qualities of, 249-251; reason for 
applying, 118; salary, 118, 250; 
steps in preparing, 251; stu- 
dent’s work, 124-125, 257; sub- 
mitting references, 117 

As far as, till, 61 

As long as, inasmuch as, since, 53 

Assure, promise, 59 

At hand, 42 

Attention 

Defined, 209; securing in letter, 

216-218, 251 

Attention of, 23 

At the present writing, 44 

Audience 

Getting an, 208; in letter of ap- 

plication, 251; securing for let- 
ter, 215-216 


Beg, 41 
Beginner, new beginner, 57 
Beginning, a good, 39-41 
Behind, in back of, 56 
Besides, outside, in addition to, 59 
Bishop, how to address, 16-17 
Blame on, 54 
Block style of letter, 7 
Blueprints, 48 
Body of letter, 18-19 
Abbreviations, 19; centering, 18; 
spacing, 18; quoted matter, 19 
Bushel, bushels, 54 
Business correspondence, scope of, 3 
Business letter 
Kinds of, 4; requirements of, 1; 
scope of, 3; spirit of, 3 
Business, right, reason, 54 


Cable letter, 103 
Cablegrams 
Cable letters, 103; classified, 102- 
103; counting the words in, 113; 
how to write, 104-105; uni- 
versal blank, 104 
Can, may, 54 


INDEX 


Capitalization 
Letter headings, 11; names of ar- 
ticles in order letter, 82 
Catalog, enclosing, 214-215 
Centering 
Address on envelope, 28-31; let- 
ter, 18 ° 
Characters in telegrams, 111-112 
Charging telegrams, I10 
Check, remitting by, 36-37 
Circular letters (See Form letters) 
Claim, declare, 54 
Claim, grant cheerfully, 141 
Claim letter, 135-138 
Containing threat, 135; follow- 
up, 135; how to write, 135; 
student’s work, 137-138 
Claims 
Coéperation of order and adjust- 
ment departments, 143; codper- 
ation of sales and adjustment 
departments, 144; Marshall 
Field incident, 142-143; pro- 
tecting the interests of your 
house, 143-144 
Classes of letters, 4-5 
Clergy, how to address, 16-18 
Close, complimentary, 20 
ClO) Diigo, S3y.212 
Code addresses in telegrams, 109, 114 
Code language in telegrams, 99-100 
Collection agency, 203-204 
Collection 
A good system, 187-188; appeal 
when the cause of nonpayment 
is known, 198-202; appeal when 
the cause of nonpayment is un- 
known, 193-196; courteous re- 
minder, 191-192; inducements 
offered, 199-202; when the cus- 
ee is in financial difficulties, 
19 
Collection letters, 186-205 
Defined, 4; how to write, 190; 
qualifications of the writer, r88— 
189; record of, 188; sending 
statement, 191; student’s work, 
197, 204-205; tone of, 189-190; 
veiled and open threats, 202 


INDEX 


Commercial agencies, 175 

Complimentary close, 20 

Conservative punctuation, ro 

Contents noted, 41 

Conviction, defined, 210 

Cost of cablegram, 102-103 

Cost of radio messages, 113-114 

Cost of telegrams, 102, 110 

Counting words in cablegrams, 113 

Counting words in telegrams, r11— 

112 
Courts, recourse to, 203-204 
Credit 
Advice to customer, 176-177; 

bankrupt, 201-202; how de- 
termined, 174; letters granting, 
181; letters including sales talk, 
182; on personal risk, 201; re- 
fusing, 182-183 

Credit information, 175-176 

Credit letters, 63, 173-185 

-Importance of, 174; 

work, 184-185 

Credit, line of, 174 

Credit references, letters asking for, 
177-178 

Credit taken a second time, 170-171 

Creditors, letter requesting names 
of, 180 

Customer overstocked and reorders, 
199-200 

Customer must rely on own judg- 
ment, 176 
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Daily drill, 52-63 
Damage in transit, 164 
Date, 10 

Day letters, 99 

Day letters, cost of, 110 
Dealer overstocked, 199-200 
Declare, claim, 54 
Deduction made, 168 
Defective goods, 165 
Deferred cablegram, 103 
Delayed shipment, 90, 162 
Delay in transit, 162-163 
Dennison office style, 24 
Deny the fact, 54 


261 


Desire 
Arousing, 220-221; creating, 209- 

210; defined, 209-210; in let- 
ter of application, 252 

Dictator, identification of, 22-23 

Doesn't, don’t, 54 

Don’t, doesn’t, 54 

Double titles, 13 


Elegant, excellent, 55 
Enclosed herewith, 42 
Enclosed please find, 42 
Enclosed we hand you, 42 
Enclosing letters, 34-38 
Enclosures, 23, 36, 64, 214 
Giving additional information, 64; 
how indicated, 23; insertion 
noted in letter, 36, 64 
Envelope 
As factor in sale, 215; centering, 
28-30; return card, 28 
Envelopes 
Addresses illustrated, 27-33; ad- 
dressing, 27-33; classes, 27; 
post office rules for addressing, 
28; styles of, 27; window, 32 
Equalize freight charges, 170 
Erasures, 36 
Errand service of telegraph com- 
panies, 105 
Error in filling order, 160 
Esteemed, 43 
Even date, 45 
Except, accept, 53 
Excellent, elegant, 55 
Exchange, 169 
Excuse me, pardon me, 50 
Express money order, 37 
Extravagant claims, avoid, 219 


Farther, further, 55 

Favor, 44 

Favors, on asking, 72-73 

First orders acknowledged, 88-89 

Flattery, avoid use of, 73 

Ey OBE 197.03 

Folding and enclosing letters, 34-38 
Enclosures of additional matter, 

36; postage, 37-38; remit- 
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tances, 36-37; stationery de- 
scribed, 36; student’s work, 38; 
undelivered mail, 38 
Folder, follow-up, 236 
Follow-up letters, 3, 178-179, 235- 
236 
Credit letter,-178-179; folder, 236 
Foreign letter, addressing, 31 
Form letter 
Personal touch, 226, 230; typo- 
graphical arrangement, 228, 230 
Form letters, 207-208, 226-237, 238- 
243 
Analysis of a series, 238-243; get- 
.ting action, 231; plans for a 
series, 232; point of view, 226, 
220; series, 226-237, 238-243; 
strong appeal, 233; strong ar- 
gument, 234; student’s work, 


237; studying your product, 
226; typographical arrange- 
ment, 240 


Form paragraphs, 223-224 
Freight, fast and local, 84 
Freight, return, 83 
Further, farther, 55 


Getting the reader’s point of view, 73 

Goods returned without permission, 
168 

Governor, how to address, 16 

Great deal, whole lot, 62 


Hadn’t ought, had ought, 56 
Hain’t, has not, 55 
Has got, 55 
Have, of, 58 
Hasten, 45 
Heading of letter, ro 
Position of, to-11; spacing, 8 
Human interest in business letters, 3 


I am, 47 
Ideas must be related to subject, 218 
Identification marks in letters, 22-23 
If, whether, 56 

Imply, infer, 56 

Important orders acknowledged, 89 
In addition to, outside, besides, 509 


ad 
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In back of, behind, 56 
Inasmuch as, since, as long as, 53 
In receipt of, 45 
Indefinite order, 90-91 
Indented style of letter, 6 
Indention, 6 
Indentions uniform, 9 
Infer, imply, 56 
Inform, advise, 42 
Informed, posted, 59 
Initials of dictator, where placed, 
22-23 
Injury, accident, 53 
Inquiries and answers, 63-71 
Enclosures, 64; inquiries which 
may lead to sales, 64-65; out- 
line of, 63: paragraphing, 64; 
qualities of the answer, 64, 
qualities of the letter of inquiry, 
63-64; student’s work, 69-71; 
willingness, 64 
Inquiries leading to sales, 64-65 = 
Inquiry letters, 63-71 
In re, 43 
Inside address, 12 
Instant, 43 
Interest 
Arousing, 209; awakening, 218- 
220; defined, 209; in letter of 
application, 251-252 
Interview for securing a position, 
116, IIg, 256 
Introduction 
Letter of, 132-133; 
work, 133-134 
I?’s, tts, 56 


Kind, 43 
Kind of, somewhat, 57 
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Letter 
Acknowledging first order, 88-80; 
appearance as a factor in sale, 
216; block style, 7; body of, 18; 
centering, 18; complete sales 
process, 215, 223; complimen- 
tary close, 20; Dennison office 
style, 24; detailed reference, 
127; general reference, 126; 


INDEX 


good beginning, 39-41; grant- 
ing credit, 181; granting ‘credit 
and including sales talk, 182; 
heading defined, 10; inactive 
accounts, 245-246; indented 
style, 6; identification marks 
in, 22-23; modified block style, 
8; parts of, 5-26; promising in- 
formation will be held in confi- 
dence, 180-181; to prospect, 
244; refusing credit, 182; re- 
fusing credit and including edu- 
cational talk, 183; refusing fur- 
ther shipment, 200-201; refus- 
ing new business, 91-92; refus- 
ing an order, 91-92; requesting 
cash in advance, 178; request- 
ing credit references, 177-178; 
requesting definite information 
on order, 90-91; requesting 
names of creditors, 180; re- 
questing property statement, 
179-181; returning remittance, 
158; signature, 20-22; spacing, 
8-9, 18; specifying date of pay- 
ment, 192; threatening attor- 
ney, 203-204; threatening col- 
lection agency, 203-204; threat- 
ening suit, 203-204; when order 
is filled only in part, 89-90 


Letterheads, 11-12 
Letter writing, importance of, 1 
Letters 


Addressing foreign, 31; classified, 
4; collection defined, 4; folding 
and enclosing, 34-38; good end- 
ing, 46-50; making them inter- 
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(complaint and answer), 165; 
delay in shipment, 162; delay 
in transit (complaint and an- 
swer), 162-163; error in filling 
order (complaint and answer), 
160; example of incomplete, 
145; goods returned without 
permission, 168; incomplete, re- 
vised, 146; payment withheld, 
163; responsibility divided, 154- 
155; shipment refused at desti- 
nation (complaint and answer), 
166; shortage claimed (claim 
and answer), 161; student’s 
work, I50-I51, 158- 159, 171- 
172; when railroad is responsi- 
ble, 155-157 


Letters of application, 115-125, 249- 


257 


Action, 252; additional hints, 110, 


applicant experienced, 121, 254; 
applicant inexperienced, 120, 
253; attention, 251; audience, 
251; beginning, 116; clever- 
ness, 250; circular to physicians, 
255; completeness, 250; con- 
creteness, 250-251; desire, 252; 
details calling for tact, 118; edu- 
cation, 117; experience and rec- 
ommendations, 117-118; help- 
ful suggestions, 122; human 
interest, 250; interest, 251-252; 
illustrative letters, 120-121, 
253-255; interview, 256; mak- 
ing a good ending, 1193 origi- 
nality, 249; outline of, 115-116; 
proof of ability and character, 


esting, 39-513 order acknowl- 117; tact, 250; student’s work, 
edgment, 88; personal style, 124-125, 257 
46; reference, 63, 126-134; rou- | Letters of claim, 135-138 
tine, defined, 4; special topics, Follow-up claim letters, 135; how 
4; technical, defined, 4 to write, 135; student’s work, 
Letters of adjustment, 139-172 137-138 

Analyzed, t.:~146; credit taken | Letters of PAT che 186-205 (See 
second time, 170-171; cus- also Collection) 
tomer wrong, 153-154; damage | A good collection system, 187-188; 
in transit (complaint and an- appeal to credit training, 194- 
swer), 164; deduction made by 195; appeal to customer when 
customer, 168; defective goods the cause of nonpayment is un- 
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known, 103-196; appeal to 
pride, 194; appeal to sense of 
justice, 193-194; appeal when 
the cause is known, 198; courte- 
ous reminder, I9I-192; Cus- 
tomer overstocked (claim and 
answer), 199-200; how to write, 
Ig0-205; offering to accept par- 
tial payments, 196; qualifica- 
tions of the writer, 188-189; 
recourse to collection agency, 


202-204; reminder, 191-193; 
statement, 191; student’s work, 
197, 204-205 


Letters, credit, 173-185 
Advice to customer, 176-177; ask- 
ing for property statement, 179- 
181; asking for references, 177- 
178; follow-up on references, 
178-179; granting credit, 181—- 
182; refusing credit, 182; stu- 
dent’s work, 184-185; where to 
obtain information, 175-176 
Letters, follow-up, 3, 178-179, 234- 


237 
Letters, form, 226-243 
Confectioners, 233-234; cream- 


eries, 226-227; furniture deal- 
ers, 230; general and personal, 
206; insurance, 229; jewelers, 
231; produce, 228; tires, 239- 


243 
Letters of inquiry, 63-71 
Enclosures, 64; outline of, 63; 
paragraphing, 64; qualities of 
the answer, 64; qualities of the 
letter of inquiry, 63; student’s 
work, 68-71; which may lead 
to sales, 64 
Letters of introduction, 132-133 
Letters ordering goods, 80-85 
Arrangement, 82; catalog page, 
82; how to write, 80-83; order 
number, 82; remittance, 82-83; 
specifying manner of shipment, 
82; student’s work, 84-85 
Letters of reference, recommenda- 
tion, and introduction, 126- 
134 


INDEX 


Letters of request, 72-79 
Appreciation, 73; enclosing 

stamps, 73; getting reader’s 
point of view, 73; on asking 
favors, 72-73; qualities of an- 
swer, 74; qualities of the letter 
of request, 72; sincerity, 73; 
student’s work, 77-81 

Letters, sales, 206-248 

Arousing desire, 220-221; awak- 

ening interest, 218-219; com- 
pelling action, 221; form letters, 
207-208, 226-243; form para- 
graphs, 223-224; outlines of the 
sales process, 210-211;  per- 
sonal letters, 208; process of 
sale, 208-210; process of the 
sale by letter, 214-223; secur- 
ing attention, 216-218; secur- 
ing audience, 215-216; series 
of form letters, 226-237; special 
occasion sales letters, 244-248; 
student’s work, 212-213, 224- 
225, 237, 248 

Line of credit, 174 


Magnificent, marked, 57 

Magnificent, splendid, 60 

Magnificent reduction, 57 

Mailing list, bringing up to date, 245 

Making letters interesting, 39-51 

A good beginning, 39-41; good 

ending, 46-50; obsolete words, 
etc., 41-45; personal style, 46; 
student’s work, so-s1;_substi- 
tution of strong expressions, 45 

Marked, magnificent, 57 

May, can, 54 

Meaningless expressions, criticized, 
41-45 

Meant to have done, 57 

Modified block style of letter, 8 

Money order, 37 

Money, sending by telegram, 113 


Negative expressions, avoid, 73, 141 
New account, defined, 40 
New beginner, beginner, 57 
Night letter, cost of, 110 
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Night message, 99; cost of, 110 
Nohow, anyhow, 58 


Oblige, 45 
Obsolete words and expressions, 41—- 
45 
Obtaining a position, 249-2 
Of, have, 58 aie 
Of, , wf of, 58 
, how written, 19 
oe mail returned, 38 
Only, 58-59 
Open up, 59 
Order 
Acknowledging by post card, 86; 
acknowledgment letters, quali- 
ties of, 87; indefinite, 90-91; 
order blank illustrated, 81; re- 
fusing, 91-92 
Order letters, 80-85 
How to write, 80-83; illustrated, 
83; student’s work, 84-85 
Orders 
Delayed by railroad or express, 
90; filled only in part, 89-90; 
indefinite, go-g1 
Ought, had ought, 56 


Paragraphing the letter of inquiry, 64 
Pardon me, excuse me, 59 
Partial shipments, 89-90 
Parts of a letter, 5-26 
Body, 18-20; complimentary 
close, 20; heading, 10-12; in- 
side address, 12-14; salutation, 
15-18; signature, 20-22 
Period, use in telegrams, 1o1 
Personal letter, 208 
Personal recommendation, 130-132 
Personal style in letters, 46 
Persuasion, 210 
Point of view, getting the reader’s, 73 
Postage, one or two cent, 37-38 
Postage stamps in payment of bills, 
36, 83 
Postage, question of enclosing, 73 
Post card acknowledgments, 86 
Posted, informed, 59 
Post office rules for addressing, 28 
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Postscript, 23 
President, how to address, 15 
Professor, when to use, 13 
Promise, assure, 59 
Property statement, 179-181 
Proposal, proposition, 59 
Proposition, proposal, 59 
Protecting the interests of your 
house, 143-144 
Prox., 43 
Punctuation 
In addresses and headings, 10; in 
telegrams, 101, 108-109, III 


Quoted matter, 19 


Radio messages, 113-114 


Re, 43 
Recent date, 44 
Recommendation 
In application letter, 117-118; 
letters of, 130-132; on being 


truthful in, 131-132 
Reference blank (personal), 128-129 
Reference letters, 63, 126-129 
Student’s work, 133-134 
References 
Credit, 177-178; in application 
letters, 117-118; request for, 88 
Refusing an order, 91-92 
Regular cablegram, 101-102 
Remittances 
Enclosing, 36-37; in order letter, 
ie requiring adjustment, 157— 


eure defined, 87 

Repeating telegrams, cost of, 102 

Replies to telegrams, 109 

Requests and answers, 72-79 

Appreciation, 73; enclosing post- 

age stamps, 73; favors, 72-73; 
getting reader’s point of view, 
73; qualities of the answer, 74- 
75; qualities of the letter of 
request, 72; sincerity, 73; stu- 
dent’s work, 77-79 

Restraint, factor in sale, 219 

Return back, 60 
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Return card on envelope, 28 
Return freight, defined, 83 

Return postage guaranteed, 38 
Right, business, 54 

Routine letters, 4, 244 

Rubber stamp signature, 21-22, 216 


Said, 43 

Salary, mentioned in application let- 
WEIR, Ties PSS) 

Sale by letter, process of, 208-212, 
214-224 

Sales letters, 206-248 (See also Let- 

"ters, sales) 

Classes of, 206; declining or in- 
active accounts, 245-246; de- 
fined, 4; general classes, 244; 
to revise mailing list, 245; sales- 
man’s prospects, 247; sales pro- 
cess, 208-212; sales process 
complete, 223; special occasion, 
244-247; student’s work, 212- 
213, 224-225, 237, 248; various 
plans of, 210-211 

Salutation, 15-18 
Same, 42 
Second page of letter, 19 
Selling your services, 249-257 
Student’s work, 257 
Servile expressions, 45 
Shipment 
Delayed, 162; refused, 166-167 
Shipping method, 82 
Shipping point important, 82 
Shortage claimed, 161 
Sight draft, 202 
Signature, 20-22, 111, 216 
Somewhat, kind of, 57 
Sort of, somewhat, rather, 60 
Spacing 

Envelope addresses, 31; letter, 

8-9, 18-19; telegrams, 108 

Special sales letter, prospective cus- 
tomer, 244 

Splendid, magnificent, 60 

Stamped envelope, question of en- 
closing, 73 

Stat :ment, in collections, r91 


INDEX 


Stationery ; 
Described, 34; letter of applica- 
tion, 119; taste in, 36 
Street names, Ig, 109 
Style of letter 
Block, 7; indented, 6; modified 
block, 8 
Sure, surely, 60 


Tabulating orders, 82 

Tact, in application letters, 118, 250 

Taste, selecting stationery, 36 

Technical letters, defined, 4 

Telegrams, 98-114 

Abbreviations in, IlI-I1I2; car- 

bon copies, 108; charging, 110; 
clearness in, 101; code ad- 
dresses, I09, 114; compound 
words, 112; confirmation of, 
108; cost of, 102, 110; cost of 
repeating, 102; counting words, 
111; day letters, 99; defined, 
98-100; how to write, 1oI—102; 
messages classified, 98; miscel- 
laneous information, 108; night 
letter, 100; night message, 99} 
preparation of domestic mes- 
sages, 108-110; punctuation, 
IlI-112; repeating, 101; re- 
plies to, ror; sending money, 
113; sending to ships at sea, 
113; sending to travelers en 
route, 109; student’s work, 1o5— 
107; table of tolls, 109; tele- 
phoning a message, 108; uni- 
versal blank, rtoo-1or; using 
contractions, 109; writing ad- 
dresses, 109; writing numerals, 
109; writing numerals and char- 
acters, cri—-15 

Telegraph messages, checking class 
of service desired, tor 

Than, then, 60 

That there, this here, 60 

Then, than, 60 

Think for, 61 ~ 

This here, that there, 60 

Threats, nature and manner of mak- 
ing, 202 
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Tickler, 237 

Till, as far as, 61 

Titles 

Courtesy, respect, or official posi- 

tion, 12-13; double, 13; en- 
velope addresses, 31; signatures, 
21 

Today, tonight, and tomorrow, how 
written, 19 

To hand, 42 

To home, 61 

Trite expressions, 39-47, 73 

Two first, 61 


Ult., 43 

Undelivered mail returned, 38 
Uniform signature, 22 

Uniform style of letters, 7 
Universal cablegram blank, 104 
Universal telegraph blank, 100 
Unless, without, 62 

Unusual salutations, 15-18 


Up (superfluous), 61 
Used to could, 61 


Valued, 43 


Was you, 62 

Way, ways, 62 

We have to say, 41 
Where at, 62 

Whether, if, 56 

Whole lot, great deal, 62 
Window envelopes, 32 
Without, unless, 62 
Woman’s signature, 21 
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Words, counting in cablegram, 113: 


. in telegrams, 111 
Words incorrectly used, 52-62 
Would say, 41 

Writer, the, 44 


Your favor, 44 
Yours, 44 
Your services, selling, 249-257 
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